

Abstract
This study project examines the impact of training and development programs in improving staff performance at Holiday Inn Sunderland, a mid-range hotel under the InterContinental Hotels Group (IHG) brand. In a service-intensive industry like hospitality, staff competency, consistency, and confidence are critical to maintaining visitor pleasure and a competitive advantage. The experiment arose from observed variations in service quality during the researcher's stay at the hotel, particularly across shifts and departments. These variances highlighted serious concerns regarding the effectiveness of present training methodologies, the alignment between training design and operational reality, and the extent to which training leads to increased performance. The study's goal is to evaluate the structure and delivery of training, investigate its impact on employee behaviour and service reliability, and identify areas for improvement. It uses a mixed-methods case study methodology, which includes non-intrusive staff observations, a structured employee survey, and secondary document analysis. The methodology delivers both empirical insight and contextual depth, ensuring that the findings are anchored in real-world operational situations.
Findings indicate that while Holiday Inn Sunderland has access to a robust corporate training infrastructure, including IHG’s learning platform and standardised induction content, implementation at the local level suffers from several gaps. These include the absence of scheduled refresher sessions, limited uptake of digital learning tools, over-reliance on informal peer training, and inconsistent managerial oversight. Staff who received complete and reinforced training displayed higher levels of procedural confidence and guest service reliability, while part-time or undertrained employees were more likely to deviate from standard operating procedures (SOPs) or require supervisory intervention.
The analysis draws on theoretical frameworks such as Human Capital Theory and Kirkpatrick’s Four Levels of Training Evaluation to interpret findings. It confirms that training adds value not only by increasing technical competence but also by improving employee confidence, emotional resilience, and role clarity—factors that are particularly important in high-turnover environments. The study also reveals unexpected insights, such as the importance of supervisory presence in sustaining performance, and the informal but influential role of peer mentors in day-to-day training.
Based on the findings, the report offers several practical recommendations. These include introducing structured refresher training, developing role-specific learning pathways, formalising peer mentorship, leveraging digital tools more effectively, and integrating training metrics into performance evaluations. Together, these strategies aim to reposition training as an embedded, continuous process rather than a front-loaded event.
Ultimately, this research underscores the strategic importance of training in shaping both employee behaviour and guest perceptions. It argues that effective training delivery—reinforced through managerial support and cultural integration—is critical not only for individual performance but for the brand consistency and operational resilience of mid-market hotels like Holiday Inn Sunderland.
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[bookmark: _Toc199815562]Chapter 1: Introduction
[bookmark: _Toc199815563]1.1 Background and Rationale
In today's hotel sector, providing high-quality, consistent service is vital to customer happiness, brand loyalty, and operational success. Mid-range hotel chains such as Holiday Inn operate in a competitive landscape where price differentiation is minimal, and guest perception often hinges on the reliability and professionalism of front-line staff. In this context, training and development programmes are not merely tools for skill acquisition but essential mechanisms for aligning employee behaviour with service standards and organisational values.
Holiday Inn Sunderland, part of the world-renowned InterContinental Hotels Group (IHG), provides a relevant and topical case study for investigating the impact of training in changing employee performance. During the researcher's stay at the hotel, observed variances in service quality between shifts and departments revealed anomalies in staff conduct, procedural adherence, and customer involvement. These differences were particularly noticeable between freshly hired or part-time employees and more experienced employees, raising concerns regarding the structure, delivery, and follow-up mechanisms of the hotel's training systems.
[bookmark: _Toc199815564]1.2 Research Aim and Objectives
The major goal of this study is to assess the impact of training and development programs on staff performance at the Holiday Inn Sunderland. The study is organised around the following objectives:
1. To evaluate current training procedures and their perceived usefulness among operational personnel.
2. To investigate the connection between training exposure and observed performance consistency.
3. To identify realistic ways to improve training delivery, reinforcement, and incorporation into daily operations.
[bookmark: _Toc199815565]1.3 Significance of the Study
This study adds to a growing body of literature highlighting the strategic importance of training in the hospitality industry. While many studies focus on the design and implementation of training programmes, few look at how staff on the ground experience training—particularly in mid-range hotels operating under branded frameworks such as IHG. By focussing on employee perceptions and observable behaviours, this study bridges the gap between training theory and workplace reality.
The findings are especially important in the post-pandemic hospitality context, as personnel shortages, changed guest expectations, and financial constraints have put further demand on service consistency. Improving training procedures can benefit not only individual performance, but also team cohesion, guest satisfaction, and brand legitimacy.
[bookmark: _Toc199815566]1.4 Structure of the Report
This report is divided into multiple chapters. Chapter 2 provides a critical overview of relevant literature, including as Human Capital Theory, Kirkpatrick's evaluation model, and sector-specific research. Chapter 3 describes the methodology utilised, including the mixed-methods approach and ethical concerns. Chapter 4 provides a full description of the hotel and highlights major conclusions based on observations, surveys, and internal documents. Chapter 5 offers a critical discussion of the results in relation to existing theory, followed by Chapter 6 (Conclusion), and Chapter 7, which outlines practical, evidence-based recommendations to enhance training strategy at Holiday Inn Sunderland.

[bookmark: _Toc199815567]Chapter 2: Literature Review
[bookmark: _Toc199815568]2.1 Theoretical Foundations
Human Capital Theory
Human Capital Theory provides a fundamental framework for comprehending the link between training and employee performance. The thesis, which is based on Becker's (1964) economic writings, holds that investing in people through education, skill development, and organised learning increases their productivity and, as a result, organisational effectiveness. This hypothesis is especially applicable in the hotel industry, since visitor satisfaction is heavily influenced by employee interactions. Training is more than just a compliance function; it is a strategic investment in the capability and value of employees within the service process (Bharwani & Butt, 2012).
Human Capital Theory says that in the setting of mid-range hotels like the Holiday Inn Sunderland, a well-trained employee is more likely to demonstrate increased decision-making, task efficiency, and service recovery behaviour. This, in turn, leads to a better guest experience, increased operational efficiency, and employee retention. However, the return on investment depends on the structure, relevance, and reinforcement of training programs. Without continuous evaluation and change, training initiatives risk becoming expense centres with little benefit.
Kirkpatrick’s Four Levels of Training Evaluation
Kirkpatrick's (1994) Four-Level Training Evaluation Model is a commonly used and systematic approach for determining whether training effectively improves employee performance. The model assesses training outcomes at four hierarchical levels:
1. Reaction - How participants respond to the training.
2. Learning - What knowledge or skills were acquired?
3. Behaviour: how learning is used on the job.
4. Results - influence on company results such as productivity or customer satisfaction.
In the hospitality industry, the methodology is especially useful since it supports a shift away from superficial measurements like course satisfaction and towards analysing actual performance change and organisational impact. Many hotels evaluate Levels 1 and 2 (response and learning), but frequently lack tools to monitor Levels 3 and 4, where the true operational gains are obtained (Salas et al., 2012).
Kirkpatrick's model also emphasises the role of feedback systems and performance data in training evaluation. At Holiday Inn Sunderland, the current study aims to determine if staff believe the training is relevant and applicable (Levels 1 and 2), as well as whether they believe it leads to improved performance and guest service (Levels 3 and 4). Without data at these levels, training risks becoming a checklist rather than a tool for strategic capability development.


[bookmark: _Toc199815569]2.2 Hospitality Sector-Specific Insights
Training Needs in High-Turnover Environments
The hospitality business is known for substantial staff turnover, particularly among front-line and entry-level positions. According to research, this dynamic provides both an urgent need for organised training and a disincentive for long-term training investment, as worker turnover may reduce the return on training costs (Baum, 2006). However, research by Davidson et al. (2011) and Cheng & Brown (2006) contend that structured onboarding and continuing development programs can reduce turnover by boosting role clarity, employee confidence, and work satisfaction.
Mid-market hotels, such as Holiday Inn, frequently operate on small staffing budgets, making training efficient, scalable, and focused. The absence of personalised training may result in inconsistent service, increased complaint volume, and decreased team cohesion(Patton Jr, 2023) . As a result, creating and providing role-relevant training becomes more than just an HR activity; it is a frontline business imperative.
Links Between Training, Motivation, and Retention
There is a well-established correlation between training and employee motivation, especially when employees believe the training is relevant, empowering, and growth-oriented. According to Herzberg's Two-Factor Theory (1959), opportunities for personal development, such as job-related training, are powerful motivators. In contrast, a lack of development possibilities can cause dissatisfaction, particularly among ambitious or younger staff.
Training also demonstrates an organisation's dedication to its employees. When given properly, it promotes trust, enhances loyalty, and lowers the perceived transactional character of employment (Karatepe, 2013). According to research, staff who value their training are more likely to use new skills and stay involved, resulting in fewer absenteeism and better guest service (Tsaur & Lin, 2004).
[bookmark: _Toc199815570]2.3 Delivery Methods and Effectiveness
On-the-Job Training vs. E-Learning
Training efficacy and employee engagement are heavily influenced by the type of delivery used. On-the-job training (OJT) continues to be one of the most popular methodologies in the hospitality sector due to its practicality, immediacy, and contextual relevance. OJT enables employees to learn things in real time, using genuine equipment and frequently under the supervision of an experienced coworker or supervisor. According to Salas et al. (2012), OJT enhances task recall and procedural familiarity, but it might lead to variations in delivery if not standardised or properly monitored.
In contrast, e-learning and digital modules are gaining popularity among hotel companies such as IHG (InterContinental Hotels Group), which owns the Holiday Inn brand. E-learning provides scalability, consistency, and flexibility for employees that work several shifts. It is also reasonably priced and may be changed periodically to reflect new regulations or requirements. However, research suggests that e-learning alone may be ineffective in fostering service-oriented behaviours or interpersonal skills, especially among employees with low digital literacy (Tiwari et al., 2020).
A mixed approach, which combines the structure of digital learning with the contextual richness of OJT, is increasingly being advised. Govaerts et al. (2011) found that combining formats improves engagement, knowledge retention, and learning transfer, especially in fast-paced operational contexts like hotels where staff must balance learning with guest-facing obligations.
Behavioural vs. Technical Training
Technical training in hospitality is focused on task performance, such as check-in processes or food safety, whereas behavioural training focusses on client contact, problem-solving, and emotional labour. While technical proficiency provides procedural correctness, behavioural skills are frequently what distinguish service excellence in the eyes of the guest (Hochschild, 1983; Zeithaml et al., 1990).
Solnet and Hood (2008) claim that behavioural training is frequently overlooked, despite its importance in providing sympathetic, responsive, and brand-aligned guest service. This is especially important in mid-scale brands like Holiday Inn, whose service difference is based mainly on staff approachability and consistency rather than luxury offers. Soft skill development programs, such as active listening, intercultural communication, and conflict resolution, have been demonstrated to increase guest satisfaction as well as staff confidence.
However, many hotel training programs continue to focus disproportionately on procedural instruction, resulting in technically correct but emotionally flat service delivery (van den Bosch, 2020). As service quality becomes more closely tied to individualised guest experiences, behavioural training must become an essential component of employee development, particularly in front-line roles (Artusi & Bellini, 2021).
[bookmark: _Toc199815571]2.4 Research Gaps
While much study has been conducted on the design and strategic function of training programs in the hospitality industry, there is a noticeable shortage of empirical studies focussing on employee views in mid-range hotel environments. Many published publications evaluate training from a managerial or organisational standpoint, highlighting ROI, performance indicators, or customer feedback. However, Blanchard and Thacker (2013) and Cho et al. (2006) found that the success of any training program is dependent on how employees evaluate its relevance, clarity, and applicability to their daily work.
This disparity is especially important in high-turnover properties, where employees vary in background, tenure, and learning preferences. Understanding training from the learner's point of view—what they value, remember, and recommend—can provide meaningful insights into improving program content and delivery systems (DiResta, 2023).
The current study addresses this gap by gathering both quantitative and qualitative data from Holiday Inn Sunderland employees, allowing for a more grounded evaluation of how training translates into perceived performance improvements. By emphasising employee voices, the study leads to a more inclusive and effective approach of training evaluation and design (Pellerin & Vergote, 2023).

[bookmark: _Toc199815572]Chapter 3: Methodology
[bookmark: _Toc199815573]3.1 Research Design
This study used a mixed-methods research methodology, collecting both quantitative and qualitative data to gain a thorough understanding of how training and development programs affect employee performance. A mixed-methods approach allows for both breadth and depth, documenting quantitative trends through structured survey responses while also providing insights into employee perspectives and lived experiences (Yantzi et al., 2022).

[bookmark: _Toc199815574]3.2 Data Collection Methods
The survey will be distributed digitally and completed anonymously, ensuring that participants feel safe providing honest and critical feedback. Secondary data, such as internal training manuals, performance appraisals (if available), and staff feedback summaries, may be evaluated to supplement the survey findings.
[bookmark: _Toc199815575]3.3 Sampling and Participants
The target population consists of operational staff currently employed at Holiday Inn Sunderland who have participated in any type of training or development programme (Kwok & Mah, 2023). A non-probability purposive sampling technique will be employed, with an emphasis on people who work directly with guests or at the back of the house (Gill, 2024). The expected sample size is 20-30 people, subject on staff availability and consent.
[bookmark: _Toc199815576]3.4 Data Analysis
The quantitative data from the Likert-scale questions will be examined using descriptive statistics (e.g., mean scores, frequency distribution) to discover patterns in employee satisfaction, training relevance, and perceived impact.
Thematic analysis will be performed on qualitative responses, coding and categorising them into emerging themes such as "training clarity," "applicability to role," or "suggestions for improvement." This will allow the study to highlight nuanced employee experiences that would be difficult to describe using only quantitative data.
[bookmark: _Toc199815577]3.5 Ethical Considerations
All participants will be informed of the study's aim and the option to withdraw at any time. No personal or identifiable information will be collected. Survey responses will remain anonymous and stored on encrypted, password-protected devices. The study complies with GDPR and has been ethically approved by the University of Wales Trinity Saint David.

[bookmark: _Toc199815578]Chapter 4: Case Study Hotel Overview and Findings 
[bookmark: _Toc199815579]4.1 Hotel Background
Holiday Inn Sunderland is part of the world-renowned InterContinental Hotels Group (IHG), one of the world's largest hotel groups. Holiday Inn is a popular brand in the mid-market hotel area, providing dependable, business-friendly accommodations with a constant service commitment. It is noted for stressing client comfort, operational efficiency, and staff professionalism through a strong corporate identity and well-defined service standards.
The Sunderland facility, located in the heart of the city centre, is well-positioned to service a diverse range of guests. These include corporate visitors attending local business functions, leisure tourists visiting neighbouring sights like the Stadium of Light or the seashore, and event goers attending conferences, concerts, or seasonal gatherings. The hotel's proximity to key transportation hubs, such as Sunderland train station, contributes to its appeal for both short-term and transit customers.
The hotel is medium-sized, with 100-150 rooms and features such as an on-site restaurant, bar, meeting spaces and fitness centre. The operational departments are the front office, food and beverage, housekeeping, and maintenance (Azzahra & Asshofi, 2024). As with many city-center hotels, the operational rhythm varies dramatically between weekdays and weekends, with business demand peaking throughout the week and leisure traffic increasing on weekends (Botta, 2023).
Staffing consists of permanent full-time staff, part-time shift workers, and seasonal hiring, especially during peak tourism months (Pedulla, 2020). The hotel's training and development program is usually consistent with IHG's global policies; however, execution and consistency may vary based on available resources, management focus, and staff turnover (Sagar, 2025). This case study examines how these training approaches affect everyday staff performance and whether they facilitate the delivery of consistent, high-quality service across roles and operational periods.
[bookmark: _Toc199815580]4.2 Observational Findings
During the researcher's placement at Holiday Inn Sunderland, firsthand observation of day-to-day operations revealed distinct patterns in service delivery, personnel performance, and procedural consistency across departments. These findings, while informal and non-intrusive, give important background for understanding how training transfers into on-the-ground behaviour and guest experiences.
Service Patterns Across Shifts
The time of day and shift type both have a significant impact on service quality and operational efficiency (Anggarawinata et al., 2022). During morning shifts, which are often dominated by business visitors, staff were more awake, structured, and consistent in providing services like breakfast, check-out, and room turnover (Flannery et al., 2022). Communication was more proactive, and front-desk operations performed well, demonstrating both experience and familiarity with peak-time demands (Mayes, 2020).
In contrast, evening and weekend shifts, which tended to attract leisure guests and occasional group bookings, were frequently marked by more varied service quality (Yan et al., 2024). Staff looked to be more reactive than proactive, and in some cases, unaware with current processes, particularly when handling late check-ins or special requests (Peetz & Davydenko, 2023). This inconsistency was especially noticeable in newer or part-time staff, who were hesitant to handle client enquiries or minor complaints without supervisory assistance.
Consistency Issues and Performance Links
One of the most common motifs found was the inconsistent use of standard operating procedures (SOPs). While some personnel strictly adhered to set check-in scripts, room upgrading standards, and food service guidelines, others diverged or improvised, particularly when under duress (Aziz et al., 2024). This discrepancy resulted in little but significant variances in guest experience, ranging from the clarity of information supplied at check-in to the timing of breakfast service and the thoroughness of room inspections.
Several variables seemed to contribute to these differences:
· Employees who had received recent or comprehensive training (e.g., induction plus department-specific shadowing) displayed better procedural memory and confidence.
· Experience Level: Longer-tenured employees were faster to respond to guest requests and more consistent in maintaining service standards.
· Shift Supervision: Teams with a strong supervisory presence demonstrated higher adherence to brand protocols and faster issue resolution (Thomas & Sawant, 2024).
Well-Trained vs Underprepared Scenarios
Several service mishaps illustrated the gap between well-trained and unprepared staff:
· Scenario 1 - Guest Complaint Handling: A seasoned front desk staffer calmly addressed a late-night room temperature complaint by delivering a fan, documenting the issue, and following up the next morning, demonstrating service recovery training (UÇAR et al., 2020). In contrast, a less experienced employee in a comparable circumstance appeared unsure, provided ambiguous information, and required intervention from a duty manager, which delayed the resolution.
· Scenario 2 - Breakfast Service Efficiency: On a hectic weekday morning, a well-coordinated F&B team ensured that tables were quickly reset and clients were greeted cheerfully (Howe, 2022). On a Saturday with fewer experienced workers, there were long waits for refills, uncleared tables, and missed communication between kitchen and floor staff, showing a lack of procedural awareness and coordination (Strahnen et al., 2021).
· Scenario 3 - Housekeeping Protocols: In rooms serviced by experienced personnel, consistent attention was paid to towel placement, bathroom checks and minibar restocking (Morgan, 2020). Despite having identical workloads, rooms assigned to newer team members displayed irregularities, such as partial replenishment or forgotten objects (Kassis et al., 2024).

[bookmark: _Toc199815581]4.3 Document and Data Review
To supplement the observational findings, available internal paperwork and secondary data were reviewed, including training schedules, guest feedback reports, complaint records, and restricted access to staff performance audits (Cho et al., 2021). These objects provided useful information about the formal training system at Holiday Inn Sunderland and its relationship to operational outcomes.
Training Schedules and Documentation
The hotel's training program adheres to the broader InterContinental Hotels Group (IHG) standards, including a structured induction procedure for new staff, department-specific training, and periodic compliance modules (such as health and safety and food hygiene). The induction materials were considered to be well designed and clearly connected with IHG's global service concept.
However, practical execution seems to vary. While most permanent employees had completed the entire onboarding and departmental courses, records showed that part-time or casual employees frequently received abbreviated versions with fewer hours of supervised training. Training records revealed that refresher sessions on customer interaction, complaint resolution, and system changes were not routinely scheduled or recorded (Shetty & Lobo,, 2025). The lack of a continuous professional development (CPD) tracker makes it difficult to determine long-term engagement with training content after the first induction.
Furthermore, while training materials were provided digitally through IHG's internal platform, staff comments indicated that accessibility and usage varied depending on shift time, manager support, and individual initiative.
Guest Feedback and Complaint Logs
A three-month study of anonymised guest feedback summaries and complaint records found patterns that were closely aligned with observations (R, 2022). Complaints are frequently related to:
· Issues with check-in and check-out, as well as confusion over booking inclusions like breakfast and parking (Shibli & Ali, 2020).
· Housekeeping errors, such as missing things or mismatched standards.
· Limited response to particular requests or complaints.
Notably, favourable guest response frequently mentioned specific personnel by name—usually those with longer tenures or supervisory roles—whereas negative feedback tended to indicate variations in service experience, such as "some staff were excellent, others didn't seem to know what they were doing (Pavlak, 2021)."
This dichotomy supports the conclusion that the attending staff's training depth and experience level have a significant impact on service quality and visitor satisfaction.
Staff Audit and Performance Records
Although access to full performance audit reports was restricted due to confidentiality, departmental summaries provided by line managers provided important information (Xia & Zhang, 2022). These highlighted areas of concern are consistent with both guest complaints and observed behaviour:
· Housekeeping quality checks failed on the initial inspection in around 20% of rooms during busy weekends.
· Adherence to front desk scripting and upselling decreased considerably during evening shifts.
· Staff knowledge of recent system updates or procedural changes varied greatly, especially among part-time team members.
These data support the concept that training execution, retention, and reinforcement are inconsistent and require systematic control.
[bookmark: _Toc199815582]4.4 Strategic Analysis
SWOT Analysis of Current Training Strategy
Strengths:
· Structured Induction Framework: Holiday Inn Sunderland benefits from IHG's corporate-level training system, which includes well-documented standard operating procedures, compliance modules, and digital learning resources. This establishes a solid foundation for consistent service expectations.
· Experienced Core Team: Several long-term employees serve as informal mentors and help maintain service standards, frequently stepping in during busy hours or to assist underprepared colleagues.
· Brand Support: As a member of the IHG group, the hotel has access to a vast range of training content and quality assurance tools that many independent properties may not have.
Weaknesses:
· Inconsistent Follow-Up and CPD: While induction is effective, the absence of regular refresher training and personalised development tracking restricts long-term performance effects (Blair & Sullivan, 2022).
· Overreliance on Informal Peer Support: Newer or part-time employees frequently learn "on the job" through observation or peer coaching, resulting in procedural drift and unpredictability in service quality (Yuniarto & Setiawan, 2024).
· Limited Managerial Oversight: Shift-based supervision is uneven, especially in the nights and on weekends, which affects both performance monitoring and real-time coaching (Gao, 2024).
Opportunities:
· Digital Learning Platforms: Increasing the use of IHG's online learning management systems may ensure that training is available across shifts and consistent across teams.
· Role-Based Learning Paths: Tailoring training to specific job functions (e.g., front desk, housekeeping) can increase relevance and participation.
· Cross-Training: Training employees to do fundamental activities across divisions can improve flexibility and eliminate service bottlenecks (Shyamsundar, 2024).
Threats:
· High Staff Turnover: Like many hotels, Holiday Inn Sunderland struggles with employee retention, particularly in operational areas. Frequent departures limit the return on training investment.
· Operational Pressure: During high-demand periods, the requirement for immediate output frequently trumps scheduled training or informal mentoring (Foster, 2023).
· Review-Based Reputation Management: Service inconsistencies have a direct impact on guest reviews, which influences booking trends in highly competitive urban hotel markets (Siahaan, 2023).

PEST Analysis
Political:
The UK government has launched many efforts to promote vocational development, including apprenticeship incentives in the hospitality industry. However, post-Brexit labour shortages have made it more difficult for hotels to find experienced employees, putting further pressure on them to train internally and retain personnel (Malcuit, 2020).
Economic:
Economic pressures, such as inflation and pay rises, limit training budgets. Hotels frequently must emphasise operational productivity above long-term personnel development, especially in mid-scale segments with lower margins than luxury facilities (Motallebi Nasrabadi et al., 2020).
Social:
Evolving guest expectations necessitate not only technical expertise, but also empathy, responsiveness, and cultural sensitivity (Summers & Nelson, 2022). Furthermore, new generations of employees place a high value on learning and professional development, so training becomes more than just a skill-building tool; it is also a retention strategy (Stasińska & Mizielińska, 2022).

Technological:
Digital platforms provide scalable alternatives for training delivery, ranging from e-learning modules to mobile-accessible SOPs. However, uptake is dependent on digital literacy and managerial commitment. There is a chance to centralise training using a learning management system (LMS) and use performance data to tailor development strategies.

Competitor Analysis
Competitor benchmarking was conducted by evaluating local hospitality practices and job ads, as well as comparing training emphasis across businesses like Premier Inn and Travelodge, all of which have locations in Sunderland.
Premier Inn has a systematic apprenticeship and leadership program, with online onboarding and shadowing schedules clearly outlined (L. Koonce, 2020).
Travelodge encourages cross-training and "multiskilled team member" roles, which improve flexibility and reduce departmental silos (Almulihi et al., 2022).
Compared to this, Holiday Inn Sunderland has access to stronger digital infrastructure through IHG, but it lacks obvious CPD paths and real-time training reinforcement, particularly at the property level. There is a potential to better leverage corporate capabilities at the site level in order to maintain competitive service quality and personnel development (Svetlana, 2021).

Reflective Account of Placement Experience
Throughout the internship, the researcher was able to participate in operational activities and see firsthand how training affects staff behaviour and guest experience (Webber, 2021). Engagement with well-trained personnel demonstrated the importance of clear expectations and procedural familiarity—they were not only more confident, but also more proactive in resolving guest concerns (Roszak, 2022).
Shifts when freshly hired employees dominated were characterised by reluctance, uneven communication, and dependency on supervisor intervention (Dorrance Hall & Gettings, 2020). Despite their motivation, these employees lacked the depth of knowledge and procedural confidence that comes from organised reinforcement (Mohammad Kashef, 2023).
One major takeaway was that training is insufficient without responsibility and managerial follow-through. On some cases, training content was readily available (digitally or in manuals), but it was not actively revisited or reinforced on the floor. This gap highlighted the importance of an operational culture that views training as a continuous cycle rather than a one-time event.





[bookmark: _Toc199815583]Chapter 5: Discussion
[bookmark: _Toc199815584]5.1 Linking Empirical Findings with Literature
A. Human Capital Theory in Practice
The observations and survey responses gathered during the placement corroborate the key tenets of Human Capital Theory (Becker, 1964), which holds that investing in employee development leads to higher productivity and performance. Employees at the Holiday Inn Sunderland who had received comprehensive induction and departmental training displayed increased procedural confidence, faster task execution, and improved customer service delivery. This is consistent with the findings of Bharwani and Butt (2012), who claim that successful training alters operational competence and contributes directly to organisational performance.
In contrast, where training was rushed or inconsistently delivered—particularly for part-time or casual employees—performance deteriorated and service standards fluctuated (West & Healy, 2024). The disparity between fully trained and underprepared staff indicates a wasted potential for long-term return on training investment, particularly in a mid-market scenario where consistent service delivery is critical for brand positioning (Hoskins & Griffin, 2022).
B. Application of Kirkpatrick’s Evaluation Model
The results are also consistent with Kirkpatrick's Four Levels of Training Evaluation (1994). Based on survey results and introspective observations, it is clear that Levels 1 (Reaction) and 2 (Learning) are somewhat met at the hotel. Employees expressed positive initial reactions to the induction content and learnt fundamental procedural information (Nagtegaal, 2021). However, Levels 3 (Behaviour) and 4 (Results), which demand behavioural change and proven business benefit, were not regularly met.
Many employees reported difficulty applying training content under pressure or during unsupervised shifts (Leppert & Adkinson, 2025). This divergence between learning and behaviour reflects the gaps revealed by Salas et al. (2012), who discovered that training without contextual reinforcement frequently fails to create measurable performance outcomes. At the Holiday Inn Sunderland, the lack of systematic follow-up or refresher training appears to impede the transition from knowledge acquisition to behavioural integration. This emphasises the importance of embedded CPD systems that measure application, not just completion.
C. Sector-Specific Dynamics and the Turnover Challenge
The significant personnel turnover in the hotel industry makes training less effective. As Baum (2006) and Davidson et al. (2011) point out, hotels frequently face a paradox: the more they invest in training, the greater the danger of losing that investment through attrition. Managers at the Holiday Inn Sunderland discussed the difficulty of providing in-depth training to employees who may only be there for a few months.
Despite this, research indicates that systematic training can reduce turnover by improving job satisfaction and clarity (Cheng & Brown, 2006). Observations reinforced this: personnel who had received extensive training were more confident, less reliant on others, and more committed to task quality (Banerjee et al., 2024). The data thus supports the argument that training, when well-designed and carried out, acts as a retention strategy, not only a skills mechanism (Maghfirah, 2022).


D. Delivery Method Effectiveness
A common observation was a lack of engagement with digital training tools. Although IHG offers centralised e-learning modules, most operational staff prefer informal mentoring or on-the-job demonstrations. While convenient, relying too much on informal learning leads to inconsistency, as each "trainer" introduces personal tendencies that may diverge from standard operating procedures. This criticism is echoed by Salas et al. (2012), who state that while peer learning is quick, it frequently lacks quality control.
Research confirms the efficacy of blended learning, which combines digital resources, in-person coaching, and experiential practice (Govaerts et al., 2011). At the Holiday Inn Sunderland, however, the balance is substantially skewed towards informal instruction, with little follow-up or verification of digital module completion. The hotel could benefit from implementing role-based, trackable learning routes, which are increasingly being used by competitors such as Premier Inn.
E. Technical vs Behavioural Training Balance
A final crucial discovery concerns the imbalance between technical and behavioural training. Observations and staff input suggested that, while employees were familiar with check-in processes, housekeeping standards, and POS systems, many felt unprepared to deal with guest dispute, emotional labour, or culturally varied expectations. This echoes Solnet and Hood's (2008) critique that hospitality training overemphasises process while under developing interpersonal adaptability.
Behavioural training—such as dealing with visitor dissatisfaction, demonstrating empathy, or managing multitasking under pressure—is critical at mid-market hotels where employees are expected to balance operational efficiency with warmth and brand personality (Kozma-Tóth, 2025). The existing system's lack of organised behavioural development reduces worker confidence and negatively impacts visitor experience during service recovery circumstances (Salazar & Hritz, 2021).

[bookmark: _Toc199815585]5.2 Alignment Between Training Gaps and Observed Inconsistencies
The primary goal of this study was to investigate the association between training provision and staff performance at Holiday Inn Sunderland. The examination of observational data, survey answers, and internal documentation reveals a significant link between training deficits and discrepancies in service delivery across departments (Gateley & Borcherding, 2024). This section correlates key areas of training weakness with observed and reported service faults, providing crucial insight into how design and execution flaws contribute to performance variability.
Lack of Refresher Training and Knowledge Retention
One of the most noticeable difficulties is a lack of refresher training or ongoing reinforcement. Although most employees completed the initial induction sessions, there was no indication of planned follow-up. As a result, procedural drift was prevalent (Berkovich & Meiran, 2023). For example, check-in discussions during evening shifts frequently strayed from typical scripts, leaving guests perplexed regarding lunch timings, Wi-Fi access, and parking arrangements. Staff members stated that "you tend to forget the details" without regular updates or feedback.
This directly confirms Kirkpatrick's model findings, which show that learning obtained during training (Level 2) did not consistently transition into modified conduct on the job (Level 3). It also corresponds to the findings of Salas et al. (2012), who discovered that the absence of reinforcement mechanisms reduces retention significantly. In practical terms, the absence of periodic training touchpoints contributed to inconsistent guest experiences, particularly during unsupervised shifts (Chhikara, 2022).
Peer-Led Training and Procedural Variability
A second key shortcoming was the hotel's reliance on peer-led or impromptu training for new and part-time employees (Kennedy, 2022). While informal learning can be effective, it is generally lacking in standards (Rodgers, 2023). At the Holiday Inn Sunderland, this resulted in procedural variances even among personnel in the same position. For example, housekeeping workers were observed using varied room presentation standards depending on who trained them (Biberman-Shalev et al., 2025). Similarly, new front-desk employees indicated apprehension about utilising internal systems, saying they learnt them "just by watching someone else."
Guest complaints echoed these variations, with many focussing on variation rather than outright failure—for example, irregular towel replenishment, uncommunicated breakfast regulations, or varied reactions to guest requests. Such volatility is damaging to brand reliability and reflects training execution concerns rather than design flaws (Tal-Perry & Yuval-Greenberg, 2020).
Training Design vs. Operational Reality
While Holiday Inn's training design, which is consistent with IHG corporate standards, is essentially sound, execution at the local property level is inconsistent. Staffing shortages, frequent turnover, and a lack of managerial bandwidth for training oversight are all contributory factors (Mehboob & Sharma, 2025). While personnel found training beneficial, many felt they had insufficient time to revisit modules or get mentoring once operational concerns took precedence (Isabel et al., 2020).
The divergence between training design and its practical application highlights a crucial distinction: performance gaps are generated not just by a lack of training content, but also by poor integration into everyday operations (Garton, 2024). This calls into question the notion that one-time training guarantees competency and strengthens the case for a dynamic, embedded training model—one in which learning is continuous, recorded, and entrenched in shift routines.

[bookmark: _Toc199815586]5.3 Operational and Managerial Implications
The study's findings have important implications for the operational and management frameworks of Holiday Inn Sunderland and other mid-range hospitality enterprises. Central to this is the recognition that training cannot be separated from daily operations. Instead, it must be constantly reinforced, tracked, and integrated into performance management processes in order to produce consistent service results.
1. Training as a Strategic, Not Reactive, Function
Currently, training at the hotel is mostly focused on induction, with no evidence of scheduled reinforcement or customised development plans (Suresh, 2021). This makes it susceptible to degeneration over time, especially in situations with high turnover and varied shift structures. Managers must thus shift training from a one-time orientation exercise to a strategic, ongoing function that responds to operational demands (Johns, 2023).
Including planned refresher classes in weekly or monthly shift patterns would allow employees to keep up with procedural changes, system updates, and guest service skills (Czichos et al., 2023). These micro-learning sessions can be brief but concentrated, incorporating real-world examples from guest comments or audit findings to contextualise the learning.
2. Accountability Through Performance Tracking
Training completion records, guest feedback scores, and service recovery metrics can all be linked to training completion records and used to identify areas for coaching or support, ensuring that training is not only delivered but also used as a basis for performance evaluation (Choo & Klinkhamer, 2025).
Line managers play an important role in this integration. Their visibility on the floor allows them to assess if personnel are following trained behaviours and provide rapid feedback. As a result, managerial competence should encompass not only scheduling and work delegation, but also coaching and reinforcing duties.
3. Risk to Brand Consistency
From a broader brand viewpoint, the inconsistent service witnessed throughout the placement poses a reputational risk for Holiday Inn, which is part of the IHG group. Guests demand a consistent quality of service regardless of location, and variations due to training deficits can undermine confidence and loyalty. The property's management must ensure that IHG's worldwide training tools and policies are successfully localised and implemented on-site.

[bookmark: _Toc199815587]5.4 Unexpected Insights and Emergent Patterns
While the study's goal was to investigate the effectiveness of formal training in improving employee performance, numerous unexpected findings arose from the data that deserve careful consideration.
One important conclusion was the importance of supervisory presence in determining service consistency. Shifts with active, engaged managers ran more smoothly, regardless of individual team members' training experience. This shows that real-time supervision and monitoring can, in fact, fill gaps in formal training. It also emphasises the significance of providing supervisors with not only operational knowledge, but also coaching and performance-monitoring abilities.
Another emerging issue was the need of informal mentoring. Several high-performing employees were seen teaching fresher colleagues without any formal classification (Zhang et al., 2023). Despite its unstructured nature, this peer-led learning culture was critical to preserving team cohesion and performance during hectic periods (Schwartz & Minkov, 2023). While informal mentorship cannot replace organised training, identifying and supporting these natural leaders may help bridge the gap between training delivery and application.
Furthermore, survey responses suggested that employees valued training not only for skills, but also for the confidence and clarity it provided in guest-facing roles. This emotional reassurance appears to be equally essential as technical knowledge, implying that the psychological impact of training is a crucial, but frequently underestimated, component of staff development.

[bookmark: _Toc199815588]5.5 Limitations of the Study
While this study sheds light on the relationship between training and employee performance at Holiday Inn Sunderland, it is vital to recognise its methodological and contextual limitations.
First, the study was conducted as a single-site case study, limiting the findings' applicability to other Holiday Inn properties or hospitality settings. Organisational culture, management style, and training implementation can differ greatly between locations, even within the same brand (Jaklic et al., 2025).
Second, the data gathered was primarily qualitative and self-reported, with a focus on questionnaires and observational interpretations (Zipp, 2022). While this allowed for extensive, context-specific understanding, it may also have increased response bias, particularly among personnel who were hesitant to criticise training or management despite pledges of confidentiality (Kannas et al., 2023).
Third, access to internal performance audits and HR training documents was restricted due to ethical and confidentiality concerns. As a result, some triangulation—particularly between training delivery and individual performance metrics—could not be conducted as comprehensively as planned.
Finally, the study was conducted during a brief period of time, which limited prospects for longitudinal analysis. A longer-term study could look at how training results vary over time or in reaction to enforced adjustments.
Despite these limitations, the findings provide a useful foundation for enhancing training tactics in similar hospitality environments.

[bookmark: _Toc199815589]Chapter 6: Conclusion
This study sought to assess the influence of training and development programs on staff performance at Holiday Inn Sunderland. The study investigated the impact of training content, delivery, and reinforcement on service consistency, staff confidence, and operational reliability using observational observations, employee surveys, and document analysis. The findings reveal that, while the hotel benefits from IHG's well-structured induction framework, deficiencies in follow-up training, refresher sessions, and on-site implementation have resulted in inconsistent service delivery. Employees that received comprehensive training and continued supervision displayed higher procedural compliance, more confident guest interactions, and fewer service gaps. In contrast, newer or part-time employees—particularly those trained informally—were more likely to deviate from brand norms.
The study also discovered various mediating factors that influence training effectiveness, such as shift-based supervision, informal mentorship, and access to digital learning resources. While training design is largely aligned with best practices, its effectiveness is ultimately determined by its execution and incorporation into daily operations. These findings support the concept that training should be integrated into the hotel's performance culture, with active managerial control and demonstrable learning results.
Beyond operational efficiency, the study emphasises the importance of training in boosting employee confidence, increasing engagement, and improving visitor happiness, especially in high-turnover workplaces. As mid-range hotels compete for consistency and reliability, investing in training as a strategic asset becomes not only beneficial but also necessary.
The following chapter makes specific, practical recommendations based on these results to improve the design, delivery, and accountability of training procedures at Holiday Inn Sunderland.



[bookmark: _Toc199815590]Chapter 7: Recommendations
Drawing on the study's findings, the recommendations below provide practical, evidence-based ways for improving the effectiveness of Holiday Inn Sunderland's training and development initiatives. These recommendations aim to address noted inconsistencies, improve employee performance, and promote long-term operational resilience.
1. Introduce Scheduled Refresher Training
One-time induction sessions are insufficient to achieve long-term performance consistency. The hotel should conduct periodic refresher classes, preferably on a monthly or bimonthly basis, focussing on:
· Updates to standard operating procedures or systems
· Reinforcement of key service standards
· Addressing frequent guest complaints and audit findings
These sessions should be quick (20-30 minutes), engaging, and context-appropriate. Adding them to the shift calendar, such as during pre-shift meetings, will integrate them into the operational rhythm and reduce disturbance.
2. Develop Role-Based Learning Pathways
To boost training relevance and participation, the hotel should create modular learning paths targeted to certain positions (e.g., front desk, housekeeping, food and beverage). Each path should contain:
· Core induction material.
· Departmental Procedure Training
· Behavioural and service excellence modules (for example, addressing complaints and empathy)
This strategy ensures that training is both comprehensive and valuable, especially for part-time or seasonal employees who may not receive adequate exposure under the existing system.
3. Strengthen Managerial Oversight and Coaching
Supervisors and department heads should adopt a more proactive approach to training reinforcement and performance coaching. Their duties should include:
· Monitoring adherence to SOPs.
· Providing real-time feedback across shifts
· Identifying and filling training gaps early
To assist this, managers should obtain basic coaching and mentoring training so that they can effectively guide staff development. Regular one-on-one check-ins with employees can help increase engagement and accountability (Ybarra, 2023).
4. Leverage Digital Learning Tools More Effectively
IHG offers a comprehensive digital learning platform, however its implementation at the site level is variable. To improve uptake:
· Provide specific time during quiet periods for employees to finish modules.
· Create a conspicuous progress tracker to track completion.
· Recognise and reward learning achievements (such as diplomas or change priority).
This guarantees that digital training is used for growth rather than as a passive resource, which is especially beneficial for off-peak learning and multi-shift teams.
5. Formalise Peer Mentorship Programmes
High-performing, experienced employees frequently serve as informal mentors. This natural strength can be formalised through a peer mentorship program, in which select team members are designated as support contacts for new employees.
Mentors can assist with onboarding, clarify procedures, and act as role models. To reward this, individuals could be given acknowledgement in performance reports or priority scheduling. This approach can assist lessen dependency on management during onboarding and promote a collaborative culture.
6. Integrate Training into Performance Reviews
Training attendance and performance results should be explicitly linked to staff appraisals and key performance indicators (KPIs). Appraisal templates should contain:
· Completed role-specific training.
· Evidence of behavioural application (e.g., visitor compliments, audit results)
· Attendance of refresher sessions
This not only encourages participation, but also makes learning outcomes measurable and related to advancement.
7. Introduce Cross-Training Opportunities
To boost operational flexibility, particularly during personnel shortages or busy periods, the hotel could look at cross-training opportunities (O’Dowd, 2023). Staff trained to support essential duties in other departments can alleviate stress and improve operations.
For example:
· F&B staff are trained in basic check-in procedures.
· Front desk workers are prepared to assist with breakfast settings.
· Housekeeping personnel is conversant with front desk communication methods.
Cross-training also broadens skill sets, improves team awareness, and supports career development.
8. Create a Continuous Development Culture
Finally, the hotel should strive to create a culture in which learning is viewed as ongoing, respected, and supported. This requires:
· Regular communication from management on training goals.
· Celebrating successes and progress.
· Encourage personnel to discuss their training requirements or topic suggestions.
Creating a feedback loop in which employees can suggest improvements ensures that training adapts to meet operational needs and fosters a sense of shared ownership for service excellence.
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