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[bookmark: _Toc181963257]Executive summary 
The understanding of the importance of proper training and development of employees for better quality service in the front office department of Delta Hotel Nottingham in the UK is focused to understand its significance to maintain its reputation in the hospitality industry. It takes into consideration the usage of secondary research practices focusing on the qualitative method of case study analysis following the pattern of thematic analysis for the fulfilment of the objectives. The focus on Kolb's experiential learning theory along with Herzberg's two-factor theory is significant to understand the context of the research project. The focus on the SWOT and PESTEL analysis along with the understanding of the competitor analysis is significant for the study that portrays the case study of the topics and accordingly recommendations are provided to be followed by the hotel based on the portray of reflection to understand the changes that needs to be done so that better quality service is provided to the guests. 
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[bookmark: _Toc181963258]Introduction 
[bookmark: _Toc181963259]Research background 
The hospitality industry is totally based on the type of service attended by the consumers who visit the hotel and this is possible only after the employees are well-trained and are aware of the market trends as well as the needs which are relevant based on the targeted consumer segment of that particular hotel the best customer service provided by the hotel helps to develop a strong level of trust between the hotel as well as the consumers and once the consumers feel they are valued by the particular organisation they are more focused to visit that place in a repetitive manner and also recommend it to others (Kalargyrou et al., 2018, p. 3632). The Delta Hotels that are owned by Marriott provide excellent quality of service to the consumer segment and the Delta by Marriott Hotel Nottingham in the UK is known for its excellent housekeeping as well as restaurant services that provide excellent quality of stay as the staffs are friendly in nature which satisfies the visitors (Nottingham Belfry, 2024, para. 4). 

[bookmark: _Toc181963260]Research aim
The research aims to understand the impact created by the training and development of employees in the front office department on the quality of services focusing on a case study of Delta Hotel Nottingham, UK.  

[bookmark: _Toc181963261]Research objectives 
1. To conduct an extant literature review of the significance of employee training and development for providing quality service to the consumers of the hospitality industry.   
2. To study the linkage between the training and development of employees to that of satisfaction of consumers in the UK hospitality industry. 
3. To assess the practices and their efficiency that have been followed in recent times by Delta Hotel in Nottingham, UK to provide training to its employees for providing quality service to its consumers at the front office department.  
4. To make recommendations for Delta Hotel Nottingham to improve its employee training and development practices in its front office department for better satisfaction of consumers in the UK hospitality sector. 

[bookmark: _Toc181963262]Research questions 
Q1: What is the significance of employee training and development and its linkage to the satisfaction of consumers based on the quality of service that they receive in the UK hospitality industry?
Q2: Which practices are followed by Delta Hotel Nottingham in training its employees for better consumer satisfaction at the front office department of the UK hospitality sector and how could the satisfaction of the consumers be improved?

[bookmark: _Toc181963263]Literature review 
[bookmark: _Toc181963264]Significance of employee training and development for providing quality service to the consumers of the hospitality industry
Ali et al. (2021) stated that the training and development of employees in the hospitality industry is very significant in order to make sure that our consistent level of satisfaction is provided to the guests who visit the hotel and this helps to instil a sense of confidence among the employees who work in the hotel so as to work in a professional manner and develop trust among the visitors. Ariffin et al. (2018) stated that this is important to meet the expectations of the guests and provide them with highly extraordinary quality guest service which is important to develop a strong relationship between guests and the brand in order to increase the loyalty of the brand in the hospitality industry which is only attended when the guests are happier and the reputation of the brand is shaped which is significant for maintaining the competitive edge. Baek et al. (2020) demonstrated that the communication skills that are interpersonal skills that are possessed by the employees are very significant in order to make sure that the level of interaction with the guest is maintained at a professional level along with the addressing of each concern of them which helps to make them satisfied. 
Dogru et al. (2018) demonstrated that the employees who are well trained are more confident in nature as they are highly skilled with the relevant skills which are important in the hospitality sector and this is in turn responsible to influence the overall quality of service that they are able to provide to the consumers in the hotels and they also feel more engaged as well as motivated. Nain (2018) stated that they are able to see the value that they achieve from the brand to help them develop their career which is significant to provide excellent quality of service in order to maintain a loyal base of consumers in the industry.

[bookmark: _Toc181963265]The linkage between the training and development of employees to that of satisfaction of consumers in the UK hospitality industry
Laškarin Ažić (2017) stated that training programs that are conducted by the company help to make the employees satisfied with their job as they are able to be in line with the changing requirements of the career that they have in the hospitality industry and be aware of the needs of the guests in the hospitality industry through serving the high quality of service to them and this in turn helps to satisfy the consumers of the particular hotel. Torres et al. (2017) stated that the employees who take part in the training and development programs and be able to enhance their skills in a better way and also get to gain those rising skills of the market and are able to be aware of the knowledge of the industry which is important to shape the overall success of the organisation by leading to the satisfaction of the customers. Kaminakis et al. (2019) studied that the employee training programs help to enhance the morale of the employees which is significantly related to shape the satisfaction that they have with their job and when they feel valued and satisfied. Kim et al. (2019) stated that the satisfied employees give rise to better service in the front office which is very important for maintaining the brand loyalty of the hospitality industry.
Nunkoo et al. (2020) studied that the employees are able to develop the set of skills which are important in the changing market scenario and get adapted to it so as to fulfil the varied set of needs of the consumers of the hospitality industry. Alhelalat et al. (2017) studied that the employees who possess excellent skills are able to handle the varied range of complaints of the consumers that too in a very effective manner and it is focused on customer-centric approaches which are significant to shape the satisfaction of the guests. 

[bookmark: _Toc181963266]Practices and their efficiency that have been followed in recent times by Delta Hotel in Nottingham, UK to provide training to its employees for providing quality service to its consumers at the front office department
Tajeddini et al. (2020) stated that the Delta Hotel which is owned by Marriott International is focused to provide an excellent quality internship program which helps the interns to get hands-on training in order to have enhanced skills and develop their career aspects in the hospitality industry and also to provide excellent quality service to the guests in the hotel. Amin et al. (2017) stated that it also focuses on training courses that help to provide the relevant type of training to the employees as per the needs in the industry at the current moment and this is also based on the analysis of the records of the employee training and accordingly the modules are shaped. Fletcher et al. (2018) stated that this helps the employees get growth opportunities which are important to develop their morale and help them stay engaged as well as motivated in their work so as to provide excellent customer service in the front office department of the company. Jaworski et al. (2018) stated that the on-the-job training along with the conduction of workshops help to develop the skills of the employees who work in the front office department and this is mostly focused by Delta Hotel Nottingham in order to train its employees as per the real-world needs in order to be in line with the changing requirements. Hewagama et al. (2019) stated that this also help the employees gain professional development by keeping focus on the personal development as well. Wikhamn (2019) stated that the collection of feedback is used to shape the training programs of the employees and this in turn is efficient for the company to have long-term retention of the employees. 

[bookmark: _Toc181963267]Literature gap 
There is a lot of study based on a general understanding of the significance that the training as well as development programs in the hospitality industry hold in order to satisfy the consumer segment based on the changing demands of the industry but there exists a lack of understanding in the existing studies based upon the existing practices along with challenges that are faced by Delta Hotel Nottingham in order to satisfy its consumers in the front office department. 

[bookmark: _Toc181963268]Methods 
[bookmark: _Toc181963269]Research methodology
The case study research methodology was focused based on the qualitative data which was used in understanding the significance of employee training as well as development that is carried on in the context of Delta Hotel Nottingham in the UK is significant for shaping the satisfaction of the consumers as higher quality of service is provided in the front office department of the organisation (Rashid et al., 2019, p. 1). It is focused to understand the real-life context based on the research topic and gaining a subjective understanding related to the context of the study (Arifin, 2018, p. 30).

[bookmark: _Toc181963270]Research philosophy 
The social aspect of the study was understood using the interpretivism philosophy of the research work that took into use the understanding of the consumers who feel satisfied based on the services that they receive in the front office department of Delta Hotel Nottingham by taking into consideration the existing studies based on the particular scenario chosen in the context of Delta Hotel Nottingham in the UK (Alharahsheh and Pius, 2020, p. 39).

[bookmark: _Toc181963271]Research approach 
Inductive research which was a bottom-up method was taken advantage of in this research work as the study was focused on starting the research depending upon distinct observations which were made based on the existing studies along with the hotel placement which occurred at Delta Dotel Nottingham and then it was moved forward towards the process of theory generalisation based upon the collected data (Walliman, 2021, p. 4). It helped to understand the relevance of training and development in the context of Delta Hotel Nottingham to satisfy its consumers that providing excellent quality of service.

[bookmark: _Toc181963272]Time horizon 
The particular moment in time was focused to collect existing resources for the study and was based on the hotel placement that occurred at Delta Hotel Nottingham which was focused to follow a cross-sectional time horizon (Ahmad et al., 2019, p. 2828).

[bookmark: _Toc181963273]Data collection
Secondary research was focused in order to collect relevant data in the context of Delta Dotel Nottingham in the UK in which existing information like the website of the company along with its annual report as well as the government websites of the nation and different other reputable articles eBooks, journals and many other different sources were used (Fleming and Zegwaard, 2018, p. 205). The reflection provides a primary understanding of the hotel placement at Delta Hotel Nottingham in the UK. 
 
[bookmark: _Toc181963274]Data analysis 
Thematic analysis was focused based on the secondary nature of the study and included a qualitative research method as it was a case study in which the pattern of the collected data was highlighted to make sure that the objective of the research was fulfilled in the context of Delta Dotel Nottingham (Clarke and Braun, 2017, p. 297).

[bookmark: _Toc181963275]Benefits and limitations of the research methodology 
As it was secondary research, it was faster to conduct and also was not costly because the hotel placement took place which helped to collect relevant data but did not include specific data related to the real-time context of the hotel as per the research objectives which added a limitation to the study (Ryan, 2018, p. 41).

[bookmark: _Toc181963276]Case study discussion 
The Delta Hotel Nottingham is known for its wide range of travel-friendly options that are available to the consumer segment that includes the business class as well as those who prefer getaways and it also includes stays for the vacations to be spent by families and the extraordinarily smooth experience of travel that it provides to its consumer segment helps it to maintain its strong brand value and reputation in the UK hospitality industry (Ocen et al., 2017, p. 742). It provides smart service along with modernised guest rooms that also include flexible spaces as well as delicious food along with its extraordinary customer service this is provided at the front office department which helps it to stay connected with its consumer segment and this in turn is related to result in repetitive visits of the consumers (Delta Hotels by Marriott, 2024a, para. 1). 
It is focused to be one of the fastest growing industries that is the hospitality industry and makes sure to make this a workplace which is highly focused to seize opportunities and also focuses to hire the youth by providing them with enhanced job opportunities and also make sure to bring about diversity in its workplace along with its focus on proper training and development which helps it to portray its focus on corporate social responsibility that is very significant to make its reputation in the competitive industry (Marriott, 2024, para. 3). 
Delta Hotel is present in a wide range of locations that include Africa as well as Asia and is also present in Central America and the Caribbean. It also has a presence in Europe as well as North America along with the Middle East and has the highest number of presents in North America (Delta Hotels by Marriott, 2024b, para. 1). It is part of Marriott International which portrays the presence of the total number of properties of Marriott international as per the global hotel chain in worldwide in the year 2023 was 8,785 which increased from the number 8,288 that was in the year 2022. This portrays the constant expansion of the hotel portfolio of the brand (Statista, 2024, para. 1). 
[image: ]Figure 1: Availability of hotels
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[bookmark: _Toc181963277]SWOT analysis 
Strengths- Delta Hotel is focused on a strong reputation in the hospitality industry with its presence in a wide range of locations that are tourist attractions and are also easily accessible and the brand also makes sure to focus on providing loyalty membership to its consumer segment which helps it to retain its consumers for a longer time that is important for enhanced guest satisfaction (Chen, 2017, p. 474). It also provides training to its employees in order to make sure that the employees are highly trained and confident enough to meet the needs of the guests in order to make sure that the guests are satisfied and this portrays the dedication that the hotel has towards corporate social responsibility as well as to maintain a strong position in the industry by satisfying its guest segment (Nguyen et al., 2018, p. 1207).
Weaknesses- Certain uncertainties that occur in the UK like the impact created by COVID-19 which has caused a lot of negative impact on the hospitality industry and the Brexit impact had also led to cause a negative impact on the hospitality industry which is Delta Hotel and this created high competition in the industry (Wen et al., 2020, p. 1). The luxurious hotel is not preferred by the middle background guest which creates difficulties to sustain in the market and is also focused on having not such significant differentiation which is not portrayed through its services that are provided in the hotel that does not attract a wide range of customer segment (Ntounis et al., 2022, p. 46).  
Opportunities- With a presence in a wide range of locations and its focus on corporate social responsibility that portrays its dedication towards making sure that the employees are well trained and are in line with the needs of the current scenario of the industry (Ruel and Njoku, 2021, p. 53). It focuses on seizing the rising technological advancements which is a great opportunity for it in order to make sure that the preferences of the guests are taken into consideration and their demands are fulfilled (Buhalis and Moldavska, 2022, p. 386). It also takes into consideration the practice of ecofriendly measures that help it to portray its dedication towards a healthy environment and helps to attract those consumers that is the guests in the hospitality sector who are conscious towards the environment (Foroudi, 2019, p. 271).
Threats- Economic uncertainties due to the COVID-19 pandemic as well as Brexit along with different downturns lead to have negative impact on the travelling sector and this harms the hospitality industry because the inflation does not portray tourism to be a need for the guests and they do not like to spend money in it (Stergiou and Farmak, 2021, p. 1). The dissatisfaction that the employees receive at the workplace because of lack of employee morale as well as lack of recognition due to hard work there arises a high turnover rate which leads to harm the budget of the company because it needs to focus on more recruitment strategies in order to recruit industry leaders which is a great threat to the company as it fails to retain its talented individuals and this leads to impact the services because consistency is very important in the hospitality industry (Ettinger et al., 2021, p. 618).

[bookmark: _Toc181963278]PESTEL analysis 
Political- The change in the government laws based on the hospitality industry like that of the impact that was created by Brexit on the hospitality industry because of the change in immigration laws was highly impactful for Delta Hotel in the UK due to the restrictions that are caused in the movement among the employees (Nicola et al., 2020, p. 185). The change in the government regulations as well as the changes that occurred in the laws of tourism along with various uncertainties like the uncertain war that arises between two nations does not let the tourists to visit the tourist locations and thus harms the revenue of the hospitality industry at the tourist locations. The uncertain terrorist attacks are a huge barrier for tourists to visit their tourist places (Elliott, 2020, p. 4). 
Economic- Economic uncertainties like inflation as well as certain changes in the economic scenario due to impacts like COVID-19 which results in the shift of the consumer demand from the hospitality industry to that of only the retail sector which is a need for them to survive (Melián-Alzola et al., 2020, p. 1). The economic uncertainties bring about changes in the demand of the consumer segment as their demand shifts and this leads to bring about changes in their purchasing behaviour and because of the uncertain economy, the people do not prefer to spend money on tourism (Gursoy and Chi, 2020, p. 527).
Social- The social considerations based on the culture of the particular society fashion as focused by the company is helpful to shape the satisfaction of the consumers and they get attracted towards the brand because of the high-quality service that they receive depending upon the cultural aspects that are fulfilled in the services (Jones and Comfort, 2020, p. 3037). The places which have discrimination along with the hotels that have discrimination practised in it are not attractive towards the consumer segment inspite of the luxurious stays which harms the revenue of the brand (Dube et al., 2021, p. 1487).
Technological- The technological advancements are a great opportunity for the brand to make sure that high-quality of service is provided to the guests and it is focused in the front office department as well as in the online mode in order to satisfy its consumer segment and it also helps in integrating the e-learning platform so as to make sure that the employees get trained it irrespective of the time and their location (Limna, 2023, p. 1306). The providing of Wi-Fi services as well as different technological services in the hotels of Delta Hotel help it to provide a comfortable and luxurious stay to the guests which helped to shape its brand reputation (Fonseca and Carnicelli, 2021, p. 1). It provides online booking facilities and this also includes cancellation features which help it to attract the guest segment and they find it highly reliable to book from the comfort of their own place and it is also able to search the reliabilities that they prefer while choosing a hotel along with the study of the reviews that helps the guests to choose (Alonso et al., 2020, p. 1).
Environmental- The focus of the company on CSR portrays its dedication towards a healthy environment which is impactful for it to attract environment-conscious guests (Farrington et al., 2017, p. 30). The different laws based on tourism as well as health and safety when focused by the hotel help it to attract the guest segment and this is portrayed by its dedication towards maintaining certain safety facilities in the context of the hotel in order to attract the consumers (Ertuna et al., 2019, p. 2564).
Legal- The change in the legal considerations due to laws of safety as well as privacy has an impact on the position of the brand (Lugosi and Jameson, 2017, p. 163). The focus of the brand is on making sure that the carbon footprint that is produced is minimum in nature in order to also make sure that biodegradable items are used in the context of the hotel which portrays its dedication towards a healthy environment and this influences the consumers who are conscious towards their environment to make repetitive visits at the place and also recommend it to others (Koseoglu et al., 2021, p. 1).

[bookmark: _Toc181963279]Competitive analysis 
	Hotels in the UK
	Price and quality 

	Premier Inn
	The pricing range that exists in Premier Inn is comparatively low as compared to the other hotels and this is a budget-friendly option for travellers in the UK which helps it to attract a wide range of guests as it also provides customised services (Giousmpasoglou and Hua, 2020, p. 251). The services that are found in Premier Inn are not highly customised which is not attractive for the consumer segment of the hospitality industry in the UK. 

	Hilton Hotel 
	It is luxurious in nature and has a high pricing range which attracts the richer segment of the society more. It provides excellent quality customer service and has a great online portfolio that portrays a wide range of customer reviews that demonstrate its quality of exceptional service (Reidhead, 2020, p. 432).

	Hyatt hotel 
	It Is known for its luxurious services and accommodations along with a wide range of diverse brand portfolios that are highly preferable for all consumers that are budget-friendly (Salameh et al., 2022, p. 1).



[bookmark: _Toc181963280]Theme exploration 
[bookmark: _Toc181963281]Importance of employee training and development in Delta Hotels, Nottingham in the UK 
The training of employees as per the needs of the consumers is very important in order to fulfil the varied needs of the guests in the hospitality industry, focused on which the standard procedures based on the maintenance of the guidelines as well as the laws of protecting the guests from any kind of hazard is important and this is possible by the focus on employee training as well as development in the context of Delta Hotels in Nottingham in the UK (Ababneh, 2021, p. 1204). This is in line with Herzberg’s two-factor theory that portrays the importance of having job satisfaction for the employees at the workplace and this is influenced by motivation as well as hygiene in order to make sure that employees are engaged at the workplace so as to have higher productivity in work stop the training in the housekeeping department at Delta Hotels Nottingham is focused to make sure that operational efficiency is achieved (Otoo, 2019, p. 949). It includes the handling of the equipment as well as the maintenance of the health and safety standards along with the focus on making sure that each task is completed on time and there is no compromise with the quality of the services which is achieved when the interpersonal skills of the employees are strong enough to make sure that they are able to interact in a positive manner with their guest segment and are also able to fulfil the request raised by them and also helpful to solve any kind of conflicts that occur in the hotel (Yusoff et al., 2020, p. 663).  

[bookmark: _Toc181963282]Importance of training of the employees in the front office department of Delta Hotel Nottingham in the UK 
The training that occurs at Delta Hotel Nottingham includes hands-on training that is also provided in the form of an internship program to the students of the hospitality industry that helps to enhance the skills of the students so as to shape their career aspects and this includes a two-week orientation program in which the employees along with the trainees are able to make themselves aware of the safety protocols that are very essential to be followed in the hotel. They are also taught about the operational procedures along with the customer service practices in order to make sure that the expectations of the guests are fulfilled (Waqanimaravu and Arasanmi, 2020, p. 216). The conduction of workshops in a regular manner based on the collection of feedback from the satisfaction of the guests helps to understand the changes that are required in the training module for better results (Punjaisri and Wilson, 2017, p. 91).
The properly structured program of recruitment that is followed by Delta Hotel Nottingham is helpful for it to hire talented individuals in the industry and also make sure that proper training is provided to them as a part of the onboarding program that helps the employees to be aware and make themselves understand about the policies of the hotel and stay in line with it and also focuses to make them understand about the service protocols which are important in the housekeeping department so as to provide excellent quality of service to the guests (Ghani et al., 2022, p. 1). It also focuses on the conduction of peer-to-peer training that helps to develop a bond among the employees in the hotel of different departments which is very important to make sure that all the departments are in line with the exact policy followed based on safety along with excellent quality of service to the guests which is important to give rise to a supportive and coordinative work environment (Yoopetch et al., 2021, p. 1). The training modules are focused based on the feedback collected from the guests on a regular basis which is helpful to understand if the employees are able to fulfil the expectations of the guest segment or not and this highlights the need to bring about certain changes in those particular areas in which the employees providing proper service to the guests (Baharin et al., 2018, p. 697).
It is in line with Kolb’s experiential learning theory that takes into consideration the experience gained at the hotel placement at Delta Hotel Nottingham in the UK along with the reflective observation made through the training taken part in it. It is significant to understand the real-life context of the employees who are working at Delta Hotel in Nottingham and are able to get trained based on the training programs scheduled by the hotel and understand the changes made by the hotel based on the unexpected situations that arise in the industry and the necessity of training so as to make sure that high quality of guest service is provided (Babapour Chafi et al., 2021, p. 1).

[bookmark: _Toc181963283]Challenges that are found at the time of training of the employees in the front office department of Delta Hotel Nottingham in the UK
A few challenges were found in the context of the Delta Hotel Nottingham at the time of training of the employees especially in the front office department in which the skill gap was found to be the most highlighting issue as it focuses to portray the lag in the skills of the employees working there which harms the overall customer service provided to the guests especially at times of the peak seasons of tourism which harms the reputation of the brand (Kähkönen, 2023, p. 472). The trainings are focused on particular time periods and due to the tough schedules of the employees at Delta Hotel Nottingham in the UK, they fail to attend the training in the offline mode which harms their opportunity to enhance their skills and this does not let them to improve their overall performance leading to high turnover rate because of the dissatisfaction that they receive due to the inefficiency to take part in the training programs. 
The lack of resources because of limited availability of the equipment as well as the presence of technology which is not updated as per the technological advancements in the industry along with the lack of the presence of training materials and modules as per the necessities, portray a huge challenge for Delta Hotel Nottingham to satisfy its employees and this in turn leads to harm its reputation and also does not provide high quality of service to its guests (Kansakar et al., 2019, p. 60).

[bookmark: _Toc181963284]Areas of improvement 
Due to the issue that arises because of limited time due to the hectic schedule of the employees, they are unable to take part in the training programs, for which there needs to be focused on making sure that they get to access the training on the online mode in order to make sure that there is a fair treatment among all the employees and everybody gets the chance to seize the opportunity of taking part in training programs and upskilling themselves which is beneficial for their personal as well as professional development (Mercan et al., 2021, p. 243).
The lack of technological advancements while integrating its use in the customer service in the context of Delta Hotel Nottingham in the UK portrays the focus to be on making sure that there is more investment in making use of modern equipment by integrating effective technological advancements in shaping the overall quality and making it highly efficient to fulfil the needs of the consumers and provide strong service at the housekeeping department (Grotte, 2018, p. 11). The focus on integrating a simulation-based training program in the context of Delta Hotel Nottingham, UK is important in order to make sure that the employees are highly adaptable to the changing scenarios of the hospitality industry and also make sure that effective guest interactions are focused and they are also recognised based on their hard works in order to make sure that they are satisfied with their job and are able to seize the rising opportunities in order to  retain them (Adeyinka-Ojo, 2018, p. 47). There needs to be more focus on the diversification of the skills as per the necessity of each segment of the employees based on their departments that would help them to develop distinct skills as per their department and necessity based on both personal and professional development in order to provide excellent quality of service to the guests (Mambetova et al., 2021, p. 2006).
The development of strong interpersonal skills in order to make sure that communication is carried on in an effective manner by integrating effective techniques in order to make sure that the expectations of the varied range of guests of the tourism industry based on the hospitality sector are fulfilled and this is only possible when the employees possess the right skills in the industry, for which proper training and development programs are important organisation is strongly maintained and the guests are highly satisfied to maintain the overall brand loyalty the context of Delta Hotel Nottingham in the UK in order to make sure that the housekeeping services at the organisation is strongly maintained and the guests are highly satisfied to maintain the overall brand loyalty (Dhaliwal and Misra, 2020, p. 18).

[bookmark: _Toc181963285]Conclusion and recommendations 
The context of understanding the significance of employee training along with development linked to the providing of quality services at the front office department at Delta Hotel Nottingham in the UK highlighted the practices that are focused by the hotel in order to make sure that efficient training is provided to the employees in order to shape their both personal as well as professional development. 
· The significance of the training provided in the context of Delta Hotel Nottingham to satisfy its guests by providing excellent quality service at the front office department is highly significant. 
· The theoretical perspectives based on Herzberg’s two-factor theory along with Kolb’s experiential learning theory were significant enough as per the objectives of the study. 
· The well-structured process of recruitment along with the onboarding process that is focussed by the hotel to train its employees is highly significant to make the employees understand about the skills they need to focus on in order to make sure that the guests visiting the front office get highly satisfied and are retained for a longer time and also recommend about the hotel to others. 
· The usage of secondary resources to understand the already existing practices that are followed by Delta Hotel Nottingham to train its workforce along with the addition of the reflection based on the hotel placement, helped to make the research work highly relevant. 
· The issues that were identified in the context of the Delta Hotel Nottingham in the UK based on the inefficiency to provide high-quality services to the guests is due to the lack of skills of the employees along with the fast-changing technological upgradations as well as the availability of a limited number of resources which even causes an issue in providing the right training to the employees in the hotel. 
· The time constraint faced by them due to their hectic schedule even deteriorates the conditions as they are not able to make time to take part in the training sessions and this causes a lack of satisfaction among the employees leading to a higher turnover rate that further leads to harm the overall services at the front office department because of the inconsistency in the service quality. 
The issue that arises in the context of Delta Hotel Nottingham based on a few issues in adaptability along with the time constraint and various other issues like lack of availability of resources and different other changing regulations and laws are of high concern and need to be solved by the brand in order to make sure that higher quality of customer service is provided to the guests at the front office department and stay competitive in both terms of service and quality in the UK hospitality industry. This needs to focus on a few recommendations for Delta Hotel Nottingham in the UK to follow to deal with the issue and give rise to better and highly efficient training and development programs for the employees to attend for better quality services to the guests. 
· There needs to be the integration of simulation-based training programs which would help the employees to understand the changing scenario of the hospitality industry and be in line with it to stay adapted as per their needs. 
· With a focus on better diversification of skills according to the needs of the employees and their departments so that a link is present between all the departments and better customer service is provided. 
· With a focus on the development of interpersonal skills for shaping the overall communication skills of the employees, there need to focus on making sure that timely feedbacks are collected from the employees based on their satisfaction with the training along with the collection of feedbacks from guests in order to understand their satisfaction about the services received in the context of the hotel. 
· There needs to be more focus on peer training along with the investment required in the execution of the practices of modern equipment as per the changing technological needs and this would also include the recognition of the hard work of the employees so as to make sure that they are strongly adaptable in nature to take part on the hands-on-training sessions as well as the availability of the option to take part in the online session as per their time is also very important. 

[bookmark: _Toc181963286]Reflective account 
The hotel placement that occurred at Delta Hotel Nottingham in the UK is focused to understand using the Gibbs reflective model in order to understand about the insights along with the experiences that were gained at the time of the placement at the hotel and is demonstrated in the form of professional observations to understand the significance of employee training along with development and its linkage to the overall quality of services that are provided in the front office department linked to shape the satisfaction of the guests. 
Description- the main role that I had during my placement at Delta Hotel Nottingham in the UK was focused on the front office department and I was also part of the marketing team but with the main focus on the front office department I understood the significance of high-quality services that are provided at the front office department in order to satisfy the guests. I was a part of the front office department in which I interacted with the employees along with other trainees just like me. I was also given the opportunity to deal directly with the guests which helped me to gain high-quality experience as I got to learn a lot of things from the experienced employees. I understood that the new trainees and the new joiners of the company were focused and enthusiastic to take part in the training sessions as compared to that of the already experienced employees. 
Feelings- as I got an opportunity to showcase my skills and also gain experience by taking part in the hands-on training provided by Delta Hotel, I was excited enough to upskill myself and shape my career aspects. I understood that the management of the company was highly focused on providing high-quality service to the guests but there were issues like inconsistency in the service provided to the guests which is the reason for it having issues in sustaining in the competitive industry in the UK because consistency in services is very important to maintain brand loyalty in the hospitality industry. I understood that the employees who do not take part in training sessions face difficulty in managing the technology that is required to provide high-quality services to the guests and I also faced the issue of the limited availability of the resources along with the internal resistance which I found towards adaptability based on technological adaptations. I faced issues in communicating with the guests in the initial few days due to a lack of strong interpersonal skills but with the support and help from the employees and the taking part in effective training sessions after the onboarding process, I was able to provide high quality of service to the guests without any kind of hesitation. 
Evaluation- the hotel is highly focused to provide the right amount of training to the new joiners and the trainees by conducting training sessions during their onboarding time to make them aware of the company and the services that they need to offer for better guest satisfaction (Sousa et al., 2019, p. 105). The company also focuses to conduct workshops in regular basis and at times when there needs to be adaptability in the company in order to stay in line with the changing needs of the industry and fulfil the varied demand of the guest segment in the UK.  I found out that the new joiners relied upon their guides for gaining assistance based on the practices that need to be followed in order to make sure that higher efficiency is maintained at the front office. I also came to understand about the difficulties that were faced by the employees during the peak seasons of tourism which makes their schedule to be highly hectic in nature and they are not able to take part in the training sessions and this harms their efficiency and productivity to work. 
Analysis- the basic training which was provided by the company for shaping the basic interpersonal skills of the employees was significant enough for it to manage the front office activities but there was an issue in managing the uncertainties which sometimes arose due to any certain conflicts and this highlights the need for the company to focus on better conduction of training based on the upskilling of problem-solving skills among the employees. (Griggs et al., 2018, p. 1172). The execution of both theories of Kolb’s experiential learning theory along with the understanding of Herzberg's two-factor theory was significant enough to understand about the context of the study. 
Conclusion- I developed efficient skills and hands-on training based on the housekeeping services which is efficient for effective managing of the front office department. I found difficulty in managing the work in the initial days due to my lack of experience in the hotel and due to poor interpersonal skills but after receiving proper training from the company as part of my onboarding process along with the help received from the guides and the trainers at the organisation along with the support received from the experienced employees helped me to upskill myself. I also developed my critical thinking skills along with problem-solving abilities in order to make sure that I was able to solve the conflicts among the guests and also make sure to maintain a positive workflow at the organisation among all the employees and develop a strong bond between all the departments so that effective quality of services is provided. 
Action plan- in order to deal with the issues that are found in the context of Delta Hotel Nottingham in the UK while executing the training practices for its employees to follow, there needs to be a focused on this activity schedule to follow to deal with the issues.  
	Activity
	Time period 

	Develop better training modules and proper schedules for employees to attain the sessions as per their time availability  
	1 month 

	Collecting feedback from employees and guests to understand their satisfaction with the services 
	Once a month 

	Bringing about diversification in skills as per the necessity of the employees and the changing trends of the market for better adaptability and connection between the departments 
	Once in 3 months 
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