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[bookmark: _Toc241133320]Abstract 
The researcher analyses how employee training and performance appraisal impact workforce performance and service quality in Travelodge. For the hospitality industry, it is necessary to pay more attention to improving the skills and performance of the workforce to deliver the best services to customers and make them satisfied. Performance appraisal is also important for understanding the strengths and limitations of the employees to support or guide them more effectively to increase brand reputation. Through primary source data, the researcher developed this study and produced the most credible results. quantitative method of data collection and a structured questionnaire were developed for collecting data from the participants to achieve all of the objectives. From the responses of the participants, it was possible to understand that the effectiveness of Travelodge in developing strategic training plans contributed to making the employees highly motivated and productive. It focused on improving the work environment for fair competition and enhanced the performance of every individual to enhance customer satisfaction and loyalty. The efficiency of performance appraisal was also standard in Travelodge for understanding the strengths and weaknesses of every individual for the development of strategic training plans and boosting employee productivity and performance. Employees get guidance on enhancing their skills and avoiding their limitations, which contribute massively to making the organisational plans realistic. Travelodge also focused on the improvement of its work culture to influence everyone to engage in continuous learning and improve their skills for the enhancement of customer loyalty. After analysing the findings, it was possible to understand that training and performance appraisals are important for enhancing employee performance and service quality. 
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[bookmark: _Toc241133323]Chapter 1: Introduction 
[bookmark: _Toc241133324]1.1 Background 
Employee training is a strategic approach to enhancing employees' skills to achieve better performance overcoming limitations (Waqanimaravu and Arasanmi, 2020). It is necessary to develop standard plans for employee training to make them highly motivated to place more importance on their regular duties. An organisation needs to prioritise improving staff performance to overcome any kind of challenge and generate better results. Efficiency in performance appraisal is also very important to find weaknesses of the employees to produce more effective training plans (Darmawan et al., 2020). Without having specific plans to improve staff performance, it is not possible to offer the best services to the customers in the hotel industry. The diversity of customers can be managed by offering the best and most consistent services. The key aim of the study is to analyse how staff training and performance appraisal can enhance employee performance and ensure quality service. 
[bookmark: _Toc230858994]Staff training as well as performance appraisal are the key focus of this study, which can enable the hotel industry to grow continuously to reach its targets (Awan et al., 2020). The researcher evaluated types of employee training and performance appraisal to explore their importance for the overall success of the organisations. To ensure the progress of organisational performance and overcome competitive challenges, it is necessary to place more importance on making the employees more collaborative and productive. Ensuring quality services to the customers is also necessary to make customers satisfied and enhance the brand reputation. Travelodge places more emphasis on the implementation of various kinds of strategies for the enhancement of employee skills to increase the rate of customer retention. It places more emphasis on the performance of every individual, and the effective appraisal approach helps to identify the limitations and produce better performance (Van Waeyenberg et al., 2022). 
[bookmark: _Toc241133325]1.2 Rationale 
Business organisations face the major challenge of attaining the best performance of the staff to make the customer highly satisfied (Al-Saffar and Obeidat, 2020). Skilled employees complete tasks effectively and attain the desired goals. Without attaining the best staff performance, hospitality organisations will not be able to increase customer engagement and retention to accomplish the shared goals. The hospitality industry implements various approaches for achieving the highest productivity and performance of the employees to ensure the best services to diverse customers. The researcher identified it as one of the most important factors for every business sector and decided to conduct this study based on primary data. The researcher identified that through employee training, it is possible to make employees more productive and effective in delivering better services to customers. Without having plans to assess employee performance and contribution, it is not possible to understand the improvement of employee skills and knowledge after offering training (Van Waeyenberg et al., 2022). So, performance appraisal is very important for any organisation to get specific ideas about the contribution of every individual. It is also necessary to assess the contribution of the employees to deliver better training to them and boost their productivity and performance within the organisations. It means employee training and performance appraisal can be the best way for preparing the employees to complete their tasks most effectively for the enhancement of customer satisfaction (Alsafadi and Altahat, 2021). Hospitality organisations can deliver training to employees in a systematic approach that can be possible to ensure with performance appraisal. Besides, the effectiveness of offering training can be understood through performance appraisal, which will enable the organisations to produce further plans. Travelodge emphasises these factors by considering the intensive market challenges and making employees more effective for better customer management. However, in existing studies, it was not possible to identify how training and performance directly impact employee performance and service quality. But this topic is very important for contemporary businesses to overcome challenges and reach targets. The researcher considered the benefits of a wider range of organisations and decided to conduct the study to produce better results. 
[bookmark: _Toc241133326]1.3 Problem Statement 
The hospitality industry faces a lot of complications in attaining the best performance from employees to make customers satisfied (Kalyanamitra et al., 2020). In every organisation, customer service is very important for higher sales along with the increasement of customer engagement. Every organisation wants to make customers satisfied by improving the service quality to attain their collaboration to reach the targets. But it is not easy to make every customer satisfied by improving the performance of the employee (Sofyani et al., 2020). Staff training and performance appraisal can be the best ways to enhance employee efficiency and service quality. Effective training contributes to the development of employees' skills and efficiency for better interaction with diverse customers to deliver the best services. It also boosts employee motivation to place more importance on continuous learning and plays a significant role in accomplishing the shared goals. But organisations face various challenges in developing strategic training plans for the enhancement of employee efficiency and improving service quality to meet the demand of diverse customers. The hotels may face numerous complications in developing standard plans for employee training and in fixing the most effective appraisal methods (Waqanimaravu and Arasanmi, 2020). These factors are related in numerous ways, which impact the overall brand reputation and credibility. Standard tools for performance appraisals can enable organisations to produce innovative plans for the continuous improvement of the workforce (Sofyani et al., 2020). Besides, effective training can enable organisations to get the best contribution of every individual through performance appraisal to reach the targets. So, the researcher identified the problem of the study as analysing the impact of training and performance appraisal on employee performance and service quality. The study has developed a standard way for solving the issue and supporting other businesses to overcome such a challenge. By developing the study based on the latest information about Travelodge, the researcher explored the process of performance appraisal and the importance of assessing the performance of every individual to enrich readers' knowledge of the practical implications and enhance employee performance. Numerous challenges can arise during the period of developing and implementing training plans that can introduce massive issue to manage the employees to achieve their best performance, which are also explored here. The researcher also provided specific guidance to overcome these kinds of challenges for enhancing organisational strengths to support the employees and get their best performance for the improvement of customer service and brand loyalty.  
[bookmark: _Toc241133327]1.4 Aim 
The study aims to analyse the impact of employee training and performance appraisal on staff performance and service quality in Travelodge. 
[bookmark: _Toc241133328]1.5 Objectives 
The researcher sets some specific objectives for the study to accomplish after the successful conclusion of the study. It is necessary to fix the objectives for the development of the study's proper structure. Employee training and performance appraisal are very important in every organisation to overcome limitations and improve outcomes (Nor, 2023). It is clear that the study will focus on these factors and provide clear ideas to the readers for enhancing their knowledge of the practical implications. The objectives are as follows- 
· To explore the benefits of employee training and performance appraisal for Travelodge. 
· To evaluate different approaches to enhancing staff performance and service quality in Travelodge. 
· To analyse the impact of employee training and performance appraisal on staff performance and service quality in Travelodge. 
· To recommend some effective processes to Travelodge to improve staff training and performance appraisal plans for attaining the best performance from the workforce, to ensure the best service quality for the customers. 
[bookmark: _Toc241133329]1.6 Questions 
The researcher identified the following questions to be answered through this study.
· What are the benefits of employee training and performance appraisal for Travelodge? 
· What are the different approaches to enhancing staff performance and service quality in Travelodge? 
· How do employee training and performance appraisal impact staff performance and service quality in Travelodge? 
· What are some effective processes for Travelodge to improve staff training and performance appraisal plans for attaining the best performance from the workforce to ensure the best service quality for the customers? 
[bookmark: _Toc241133330]1.7 Significance of the Study 
The hospitality industry is facing greater challenges due to intensive competition and the fastest-changing customer behaviour (Darmawan et al., 2020). Effective employee development can enable organisations to manage diverse customers effectively, to make them satisfied and engaged in future to use services from similar organisations. But most of the organisations are not able to take immediate actions to motivate the workforce and enhance their performance. This study developed for supporting the readers to overcome such kind of difficulties and attaining the organisations to generate better results. Consistent training after identifying the limitations of the employees can be very effective for enhancing the skills and efficiency of the workforce to deliver the best services to the customers. Readers can understand the process of preparing training plans to make the employees more effective and more productive. In the hospitality industry, developing plans for enhancing service quality is more complicated due to the diversity of the customers (Sunarsi et al., 2020). But having the capability to understand the psychology of the customers and preparing the employees accordingly can enable the organisations to attain more customer engagement and satisfaction. This study is highly important for getting clear ideas for the selection of the case of Travelodge that will enable the readers to implement the results in any sector for attaining the best performance from the employees. It will also enable the readers to develop strategic plans for reducing employee limitations and enhancing their strengths to meet the expectations of the customers. The quality of service can be improved continuously with the proper implementation of the results (Al-Saffar and Obeidat, 2020). In any sector, readers will get ideas about the process of performance appraisal for preparing the employees to deliver better services and enhancing their performance to enable their working organisations to become successful. The researcher provides specific examples and supportive explanations to enable the readers to implement the results in any sector and increase the credibility of the research outcomes. The topic is also highly significant for the contemporary business sector and contributes to attaining more acceptance from the readers. So, from every aspect, this study is highly significant, and the researcher paid more attention to generating the most credible results.
[bookmark: _Toc241133331]1.8 Structure 
[bookmark: _Toc241065046]Table 1: Dissertation structure
	Chapter
	Topic

	Introduction 
	The first chapter presents background, rationale, problem, aim, objectives, significance and questions to be answered in this research study.

	Literature review 
	This chapter reviews the most relevant studies and identifies gaps to conduct this study properly. 

	Methodology 
	In this chapter, the researcher discusses the methodological alignment to make the study well-structured and achieve the fixed objectives. 

	Findings and Analysis
	The researcher presents the findings in this chapter and analyses them to properly address the objectives.  

	Conclusion and Recommendation 
	In this chapter, the researcher summarises the findings and provides recommendations for Travelodge to enhance staff performance.  





[bookmark: _Toc241133332]Chapter 2: Literature Review 
[bookmark: _Toc232591237][bookmark: _Toc241133333]2.1 Introduction 
The researcher reviewed different scholarly articles, books, and other relevant sources to analyse how employee training and performance appraisal impact employee performance and improve the quality of customer service. The existing studies about the benefits of employee training and performance appraisal contributed to developing theoretical insight for understanding how these relate to the enhancement of employee performance. This chapter also identifies the key theories and concepts by critically reviewing the previous findings which are relevant to the aim and objectives of this study. The enhancement of employee performance enables an organisation to reach its targets by overcoming any kind of challenge or complication (Nama et al., 2022). Existing studies suggest that employee training is very important for the enhancement of employee knowledge and efficiency to complete their task standard way. 
[bookmark: _Toc232591238][bookmark: _Toc241133334]2.2 Overview of Hospitality Industry 
In the hospitality sector, improving service quality is the most important factor for overcoming the competitive challenges. It is a fast-growing industry where effective plans and standard implications offer the chance of generating higher profitability (Waqanimaravu and Arasanmim, 2020). The hospitality industry develops plans by focusing on customer demand to attain the most customer engagement and loyalty. Effective training enhances employee skills for conducting tasks properly and provides the best services to diverse customers. The implications of an effective performance appraisal process are also necessary to identify the scopes of improvement to attain the focused goals. Various kinds of performance appraisal processes can be implemented to understand the contribution of the employees and support them properly to achieve the desired success (Dangol, 2021). Travelodge can grow continuously for its effectiveness to manage the workforce effectively and providing the best service to customers. The employees get proper guidance and consistent training to operate their regular tasks accurately to promote the brand (Percunda et al., 2020). It also implements various kinds of performance appraisals at different stages to motivate the employees to engage with their teams to complete all of the tasks effectively. Travelodge provides full induction, consistent training and better career opportunities to the workforce. It aspires to organise internal development programs to provide a pathway for team members toward hotel manager. It published material that describes aspirations related to recognising qualifications and progression of career of its employees. 
[bookmark: _Toc241133335]2.3 Employee Training and Performance Appraisal 
Key concepts of employee training and performance appraisal are explored in this part. It has also analysed the relationship of these factors with employee productivity and the overall performance of the organisations. The researcher provides critical insight into these factors for better understanding and practical implications. The relevant theories are discussed to explain why employee training and performance appraisal get more importance in the hospitality industry. 
[bookmark: _Toc241133336]2.3.1 Definition of Employee Training
Employee training can be defined as the strategy of developing employee skills, confidence and knowledge of the workforce (Waqanimaravu and Arasanmim, 2020). Prasetya (2019) defined it as a standard plan to boost productivity and performance of the workforce to reach the targets. Al-Saffar and Obeidat (2020) also presented a similar statement to Prasetya (2019) and further explored that the initiatives for boosting employee productivity and performance are known as employee training. Baird et al. (2020) opposed to Al-Saffar and Obeidat (2020), defined it as the process of wasting valuable time and reducing organisational productivity and performance. Abdullah et al. (2021) criticised Baird et al. (2020) and said that the strategic plans for enhancing organisational productivity and performance are called employee training. Chikazhe et al. (2022) defined it as the process of attaining satisfactory results by preparing employees to face any situation to enhance organisational strengths continuously. 
[bookmark: _Toc241133337]2.3.2 Definition of Performance Appraisal 
Performance appraisal is the approach to assessing the effectiveness of employees in implementing their acquired knowledge through training to make organisational plans successful. Prasetya (2019) stated that performance appraisal is the most important thing for understanding the strengths and limitations. Baird et al. (2020) disagreed with Prasetya (2019) and said that it is the process of rewarding the top performers for increasing fair competitiveness within the workplace. Through performance appraisal, organisations can realise the contribution of every individual to produce the plans accordingly. 
[bookmark: _Toc232591239][bookmark: _Toc241133338]2.3.3 Types of Employee Training 
According to Hendri (2019), onboarding training is one of the most popular training process enable newly recruited employees to cooperate with the teams for enhancing overall organisational performance. Awan et al. (2020) agreed with Hendri (2019) and added that technical or skill training is also very effective for improving job-specific knowledge to enhance organisational competitive strengths. Camilleri (2021) did not agree with Awan et al. (2020) and mentioned that compliance training is the process of making employees more effective in understanding the ethical standards, legal factors, and relevant rules and regulations for operating their tasks properly, which is the most effective process of training for the accomplishment of the desired goals. 
The constructivist learning theory explores the process of enhancing knowledge through active engagement and social interaction (Nama et al., 2022). Collaborative and problem-based training is effective for boosting employee productivity and performance. Sundar and Prabhu (2019) stated that effective learning strategies enhance employee motivation for producing better results through the continuous improvement of their skills. Darmawan et al. (2020) supported the statement of Sundar and Prabhu (2019) and added that organisations need to develop training plans by considering the employees' needs to avoid their limitations and achieve their best performance to reach the targets. Miriti et al. (2021) did not agree with Darmawan et al. (2020) and said that various types of training need to be implemented for attaining the best productivity of the individuals within the workplace. Alsafadi and Altahat (2021) agreed with Miriti et al. (2021) and added that leadership and management training are effective for making employees responsible for their work and enhancing the overall organisational productivity.  
[bookmark: _Toc232591240][bookmark: _Toc241133339]2.3.4 Necessity of Employee Training 
It is necessary to provide effective training to overcome various challenges in the global market due to intensive competition (Dangol, 2021). Organisations can implement various types of training plans to enable employees to overcome their weaknesses and meet the expectations of the organisations. It is necessary to introduce consistent training plans for various departments, including customer service, operations, human resources and sales and marketing, to conduct all of the task standard way for reaching in the targets (Prasojo et al., 2023). Effective training programs boost employee confidence and motivation to provide more efforts for improving service to enable the organisation to become successful.  Sundar and Prabhu (2019) stated that training is necessary for enhancing employee knowledge and skills for performing their tasks effectively and accurately, and for enhancing the potentiality of organisational success. Al-Saffar and Obeidat (2020) presented a similar statement to Sundar and Prabhu (2019) and added that organisations can manage the workforce more effectively by delivering the necessary training, which boosts overall organisational performance. Darmawan et al. (2020) did not agree with Al-Saffar and Obeidat (2020) and said that training is necessary for the implementation of the changing plans, which are introduced to attain better results or overcome any specific issue to attain the fixed objectives. Awan et al. (2020) supported the statement of Darmawan et al. (2020) and added that employee training is necessary for enhancing employee motivation to perform all of their tasks in a standard way to produce better results and enhance business sustainability. 
The Human Capital Theory of Gary Becker (1964) explores the necessity of investing to enhance employee skills and productivity. The author argues that skilled and experienced employees are as valuable as other valuable assets within the organisations. The concern of investing more in employee training offers Travelodge the opportunity to generate better performance to reach targets. The theory provides a basis for investigating in chapter 4 whether employee training and appraisal are associated with improving employee skills and service quality in Travelodge. Prasetya (2019) stated that employee training is necessary for making the employees more focused on the benefits of the organisations and taking the liabilities of their own work for the overall success of the organisations. Hendri (2019) opposed Prasetya (2019) and argued that organisations should develop plans for recruiting talented employees to get their best performance without spending more money or increasing the overall cost. Baird et al. (2020) further argued, along with Hendri (2019), that when employees get work-based training, they can contribute better and show positive intent toward their duties for attaining the desired goals. Effective training offers numerous benefits, which can be understood from the following cycle. 

[bookmark: _Toc241065052]Figure 1: Training and development cycle. 
Source: (Waqanimaravu and Arasanmim, 2020)
Training and development plans are developed to understand the existing knowledge and offer the necessary training to influence them for better collaboration. It is also necessary for intervention for enabling the employees to overcome their limitations. Standard training boosts employee confidence and performance that need to be observed to identify their progress. After identifying the skill gaps, the organisations can provide them with clear and specific feedback for further improvement. The appraisal results can be used for identification of any remaining weaknesses for development. Finally, the organisations prepare a standard training schedule to enable the employees to complete their tasks and obtain better career opportunities. Travelodge follows this kind of training and development cycle for improving service quality to make the customer satisfied. 
[bookmark: _Toc232591241][bookmark: _Toc241133340]2.3.5 Benefits of Employee Training 
Employee training has various benefits for the wellness of the organisation to reach its long-term goals (Waqanimaravu and Arasanmim, 2020). Skilled employees can maintain a higher standard during complete their tasks to promote the brand and enhance business sustainability (Alsafadi and Altahat, 2021). The effectiveness of delivering consistent training enhances organisational strengths to grow continuously and produce the best results. Miriti et al. (2021) found that offering continuous training is the most important thing to make the employees more cooperative to overcome any challenge and reach the destination. Camilleri (2021) agreed with Miriti et al. (2021) and added that employee training is very effective for enhancing the quality of work and reducing defects, making the outcomes more attractive to the targeted audiences for attaining brand recognition. Dangol (2021) did not support the statement of Camilleri (2021) and mentioned that employee training does not bring specific benefits within the organisations, due to the wastage of time in preparing the employees to work.
The organisations consider the long-term outcomes during the period of developing plans for employee training (Nama et al., 2022). It is necessary to stay on track and maintain the flow of progress to attain a better position in the fast-changing global market (Abdullah et al., 2021). All of the organisational plans are implemented through the employees, for which it is necessary to take initiatives to boost their motivation and productivity. Maslow’s Hierarchy of Needs theory suggests that by fulfilling the psychological and professional expectations, it can be possible to enhance employee motivation. By offering the necessary training, it can be possible to fill the demand for self-actualisation and esteem needs (Prasojo et al., 2023). The enhancement of skills and knowledge through effective training influences employees to conduct their tasks in a standard way for career advancement and sustainability in Travelodge. This theory is used in Chapter 4 for assessing whether employee training and motivation impact employee performance.  Sundar and Prabhu (2019) stated that the diversity of customers influences organisations to improve human capital to attain better performance for gaining mass success. Baird et al. (2020) supported the statement of Sundar and Prabhu (2019) and added that skilled employees can reduce the cases of error and improve the quality of outcomes to make the brand more popular among customers. Al-Saffar and Obeidat (2020), in contrast to Baird et al. (2020), mentioned that for the implementation of various kinds of training plans, organisations need to spend a lot of time, which reduces overall productivity and creates obstacles to completing the specific project within the fixed time. Abdullah et al. (2021) agreed with Al-Saffar and Obeidat (2020) and added that by improving employee skills, sometimes organisations face major complications in maintaining discipline within the workplace, as everyone wants to complete their tasks according to their own plan and does not follow the direction or guidance of the team leaders, which leads to organisational failure. 
[bookmark: _Toc232591242][bookmark: _Toc241133341]2.3.6 Types of Performance Appraisal 
Organisations can implement various types of performance appraisal methods for assessing the contribution of every individual to take necessary actions for improving their efficiency (Baird et al., 2020). It is necessary to have specific methods for making employees more serious about their duties and developing a work culture of accountability.  In the hospitality industry, performance appraisal systems carry huge importance for their impact on customer satisfaction and the success of the organisations (Prasetya, 2019). The implications of the performance appraisal process mainly depend on the organisational policy and human resource management. Among various performance appraisal methods, the traditional performance appraisal process is widely used for easier implications and more accurate results that enable organisations to take immediate action to get the best performance from everyone to accomplish the desired goals. Harmini et al. (2021) agreed and added that traditional performance appraisal is the process of assessing based on the observation of their immediate supervisor and comparing it with the performance goals, which is the most effective way to enhance employee motivation. Papademetriou et al. (2022) did not agree with Harmini et al. (2021) and said that the 360-degree feedback appraisal process is the most effective type of performance appraisal, bringing benefits to both the employees and organisations. They also added that employees collect feedback from their peers, seniors, and subordinates to identify their limitations and develop plans accordingly to provide their best efforts to make the organisational plans successful. 
For the enhancement of employee productivity, performance appraisal is the most effective way (Papademetriou et al., 2023). Organisations can show employees their performance and also be able to develop plans for getting their best collaboration to produce the desired results (Prasojo et al., 2023). The intense competitiveness in the hospitality industry influences organisations to prepare unique and effective plans to overcome the competitive challenges and achieve the desired goals. Hur-Yagba (2021) stated that self-appraisal is the best way to make employees more productive and effective within the workplace to conduct all of their tasks properly and become valuable parts of the organisational success. Adigun and Dairo (2021) agreed with Hur-Yagba (2021) and added that employees can identify their limitations by assessing their collaboration and achievement, which shows the way for future progress for the wellness of their career and working organisations. Belete (2022) did not agree with Adigun and Dairo (2021) and mentioned that personal appraisal is not effective in most situations, as employees fail to identify their limitations without the support of their seniors, for which they do not find a way of improvement and meeting the expectations of their working organisations. 
[bookmark: _Toc232591243][bookmark: _Toc241133342]2.3.7 Necessity of Performance Appraisal 
Within the workplace, performance appraisal is very important for improving employee skills and efficiency (Miriti et al., 2021). Proper appraisal influences employees to pay more concern toward their skill development, and organisations can produce the best plans for attaining the best productivity (Zendehdel Nobari et al., 2021). Percunda et al. (2020) stated that employees have specific roles within the organisations to attain specific goals or objectives, where performance appraisal enables the organisations to understand whether the employees can perform their tasks effectively to gain the desired success.  Bayo-Moriones et al. (2021) again added that organisations can realise the necessity of developing training and development plans with the performance appraisal process to support everyone more effectively in generating better results. Adetola (2025) provided a different statement from Bayo-Moriones et al. (2021) and said that organisations can make the right decision for the promotion of employees with the implications of the performance appraisal process that increase competence within the workplace to enhance the overall performance. 
Organisations can produce plans for improving employee skills and efficiency to produce better results (Elhadi et al., 2026). Employees can also prepare themselves for reaching their career destination by producing effective plans for learning and development. Homauni et al. (2021) stated that organisations can identify high-potential employees through performance appraisal for developing leadership and producing succession planning. Stor (2023) supported the findings of Homauni et al. (2021) and added that employees can realise what they need to do to meet the expectations of the organisations and get recognition and reward that finally leads to a sustainable career for them. But Dao et al. (2025) did not agree with Stor (2023) and said that organisations are not able to improve employee productivity with performance appraisal methods due to the limitations of implementing the most effective process, and it can be responsible for increasing conflict among the workforce due to unfair practices. Hartono (2025) further argued, along with Dao et al. (2025) and said that in the digital age, organisations can use various technologies for performance appraisal with accuracy to produce the training and development plans for getting the best contribution from everyone. 
[bookmark: _Toc232591244][bookmark: _Toc241133343]2.3.8 Benefits of Performance Appraisal
Performance appraisal has numerous benefits that influence business organisations to implement various processes for identifying the contribution of every individual (Prasetya, 2019). Organisations need to make various kinds of decisions to generate better results and reach targets. In different stages, organisations need to implement various kinds of training processes that can be developed with an effective performance appraisal method (Alsafadi and Altahat, 2021). For performance appraisal, employees get motivated to conduct their tasks more effectively for getting reward and opportunity of career advancement. Sundar and Prabhu (2019) stated that regular evaluation of employee performance enables organisations to provide consistency to make the employees more focused on overcoming their limitations. Baird et al. (2020) agreed with Sundar and Prabhu (2019) and added that organisations can produce standard and effective plans for training and development by assessing the performance of the employees, which is necessary for overcoming the specific limitations and producing better performance. 
The goal-setting theory explores that specific goals improve employee performance, and an effective appraisal approach helps to monitor performance. The Service Profit Chain Theory is also very effective in understanding how training and development contribute to generating higher profitability in the hospitality industry. By offering effective training to the employees, Travelodge influence the employees to foster innovation to meet the expectations of various customers (Belete, 2022). Higher service quality enhances customer satisfaction, which is the key factor for overcoming the competitive challenges and generating higher revenues. This theory provides a basis for investing in how employee satisfaction impacts their performance to enhance customer satisfaction. Al-Saffar and Obeidat (2020) stated that organisations can accomplish every single goal by developing standard plans and evaluating the contribution of the employees in accomplishing the goals. Darmawan et al. (2020) further evaluated that organisations should have clear ideas about the strengths and weaknesses of the employees to support them in a standard way and get their best performance, which can be possible with the implication of the most effective performance appraisal approach. But Abdullah et al. (2021) provided a different statement from Darmawan et al. (2020), and highlighted that the organisations divide the tasks among the employees to accomplish specific goals, and the combined efforts are necessary for the successful completion of the tasks. But performance appraisal can be the reason for delays in starting other projects and improving organisational productivity. 
[bookmark: _Toc232591245][bookmark: _Toc241133344]2.4 Staff Performance and Service Quality 
Staff performance can be defined as the efforts and effectiveness of the employees in completing their tasks (Awan et al., 2020). An organisation can evaluate employee performance by assessing the level of customer satisfaction (Alsafadi and Altahat, 2021). The level of customer satisfaction of the customers that increases the credibility of the brand can be defined as service quality. Hendri (2019) stated that staff performance is a key factor that impacts employee satisfaction and enables organisations to grow continuously to accomplish the desired goals. Waqanimaravu and Arasanmim (2020) defined that the best contribution and performance of the employees can increase customer engagement and retention. Camilleri (2021) defined it differently that staff performance refers to the difference between the inputs and outcomes in any project for which the organisations get the customers to show different kinds of attitude and behaviour toward the organisations. 
[bookmark: _Toc232591246][bookmark: _Toc241133345]2.4.1 Process of Improving Employee Performance and Service Quality 
According to Harmini et al. (2021), for the enhancement of employee performance to make the customer satisfied, it is necessary to develop standard plans which can start from the identification of the skill gaps of the employees through evaluating their performance level. Bayo-Moriones et al. (2021) agreed with Harmini et al. (2021) and added that it is necessary to identify the factors that reduce the capability of the employees to generate the best solutions without delays. Papademetriou et al. (2023) supported the statement of Harmini et al. (2021) and added that organisations can implement various kinds of rewarding approaches to attain the best collaboration from everyone and make them more serious about performance development and organisational success. 
The Service Profit Chain Theory suggests the relationship between staff satisfaction and service quality. Organisations can take various initiatives to make employees satisfied and make them more concerned about completing their tasks to a higher standard, enabling the organisations to attain higher customer engagement and satisfaction. Abdullah et al. (2021) stated that the organisation needs to consider the demands of the workforce by offering them various advantages to improve their performance and meet the expectations of diverse customers. Chikazhe et al. (2022) did not support the explanation of Abdullah et al. (2021) and said that organisations need to practice accountability within the workplace to get everyone more serious about their duties and take immediate action for any negligence in their regular duty for enhancing customer satisfaction. Nama et al. (2022) criticised Chikazhe et al. (2022) and highlighted that the structured approach of enhancing customer engagement and improving performance offers long-term benefits to the organisations, and it can be possible to ensure this by producing effective and standard plans.  
[bookmark: _Toc232591247][bookmark: _Toc241133346]2.4.2 Necessity of Enhancing Employee Performance and Service Quality 
The enhancement of employee performance means that organisations are able to increase customer satisfaction and get their support and collaboration for attaining the desired success. Al-Saffar and Obeidat (2020) stated that enhancing employee performance is necessary for increasing customer satisfaction and growing continuously. Darmawan et al. (2020) supported Al-Saffar and Obeidat (2020) and added that the enhancement of employee performance means the improvement of the organisational capability to manage every situation and make all of its plans successful. Alsafadi and Altahat (2021) did not agree with Darmawan et al. (2020) and mentioned that employee performance is not the only thing to make the customer satisfied and get their contribution to becoming successful. It is necessary to practice ethical standards within the organisations and make plans for social wellness to get the customer more satisfied with the organisations. 
The SERVQUAL theory explores how service quality impacts the customer satisfaction level. The organisations must have specific plans to retain the existing customers to accomplish both the short-term and long-term goals. Travelodge focus to the enhancement of the employee motivation and making them highly productive. This model is used to analyse how employee performance influences the perception and satisfaction of the customers in chapter 4. Awan et al. (2020) stated that delivering better services to diverse customers promotes the brand faster and boosts competitive power. Homauni et al. (2021) argued with Awan et al. (2020) and said that brand reputation is one of the most important factors in making many customers satisfied. Adigun and Dairo (2021) criticised Homauni et al. (2021) and highlighted that by developing employee experience, organisations can attain the desired results. 
[bookmark: _Toc232591248][bookmark: _Toc241133347]2.4.3 Challenges in Enhancing Employee Performance and Service Quality 
The enhancement of employee skills and efficiency is one of the most challenging tasks within organisations. It is not easy to make employees more collaborative and productive without having specific plans, as many organisations fail to attain the desired goals. Hendri (2019) stated that inadequate training is the key issue in making the workforce effective in contributing according to the expectations of the organisations. Baird et al. (2020) did not support the explanation of Hendri (2019) and said that low employee motivation reduces employee engagement and performance, making it not possible to meet the demand of diverse customers. 
Hur-Yagba (2021) identified that resistance from employees introduces various complications in the successful implication of change plans. Miriti et al. (2021) strongly agreed with Hur-Yagba (2021) and added that employees are afraid for their job security, for which they do not show their best efforts for the success of change plans. Adetola (2025) criticised Miriti et al. (2021) and said that poor communication within the workplace reduces employee productivity and increases the potentiatliy of becoming failure. 
[bookmark: _Toc232591249][bookmark: _Toc241133348]2.5 Impact of Employee Training and Performance Appraisal 
According to Prasetya (2019), employee training is necessary for preparing employees to complete all organisational task standard way to enable organisations to attain more customer engagement and enhance satisfaction. Waqanimaravu and Arasanmim (2020) supported the statement of Prasetya (2019) and added that, for the effectiveness of employee training, it is possible to overcome employee limitations that enable the hospitality industry to enhance brand credibility. Baird et al. (2020) did not agree with Waqanimaravu and Arasanmim (2020) and mentioned that employees conduct their tasks with satisfaction for getting consistent support and guidance from the organisation.  
Investment in enhancing employee skills, knowledge, and capabilities contributes to increasing productivity and performance of Travelodge. It means employee training and employee performance have a strong relationship, which can enable Travelodge to deliver the best services to the customer to enhance their satisfaction and accomplishment of the desired goals. Percunda et al. (2020) stated that when employees get proper training, they can realise their roles in enhancing customer satisfaction and increasing organisational credibility by offering the best services to the customers to retain them and generate higher sales and profitability. But Kuubetersuur (2020) did not agree with Percunda et al. (2020) and mentioned that employee training is a process of wasting time and reducing organisational productivity, for which it is not possible to retain customers by delivering the best services to meet their expectations. Belete (2022) further argued, along with Kuubetersuur (2020) and mentioned that effective training boosts employee productivity, which is necessary for avoiding errors and enhancing overall performance to enhance brand credibility and build strong relationships with the target groups for business sustainability. Travelodge tries to make the employees skilled in conducting the task properly to enhance brand reputation.
[bookmark: _Toc232591250][bookmark: _Toc241133349]2.6 Conceptual Framework 
The conceptual framework was prepared by analysing different relevant studies from published sources.
[image: ]
[bookmark: _Toc241065053]Figure 2: Conceptual framework. 
Source: (Author)
Employee training and performance appraisal are very effective for reducing employee limitations and enhancing their strengths for delivering better performance and enhancing customer satisfaction. The organisations can enhance employee knowledge and skills with effective training and performance appraisal to increase their eagerness to enhance their performance and deliver the best quality service to the customers. The employees show more concern for better collaboration to improve their performance and receive appreciation from the organisations for the enhancement of their performance, that also necessary for making the customer satisfied. 
[bookmark: _Toc232591251][bookmark: _Toc241133350]2.7 Literature Gaps 
The researcher identified various relevant pieces of information about the benefits of employee training and performance appraisal within the organisations. But it was not possible to collect specific information to investigate the combined effect of both practices on staff performance and improvement of service quality. The process of developing standard training plans to influence employees to deliver the best services to the customers was possible to identify from the existing studies. For the contextual gaps, it is complicated to fix standard performance appraisal methods for getting the best performance of the employees to improve the overall organisational outcomes. The identified gaps influenced the researcher to conduct the study and produce realistic results to fill the gaps. 
[bookmark: _Toc232591252][bookmark: _Toc241133351]2.8 Literature Summary 
To attain the best employee productivity, it is necessary to deliver effective and consistent training. It is also necessary to assess the progress of employee productivity, which can be a major factor in meeting the organisational targets. The effectiveness of meeting the customer's demand by delivering standard services enables organisations to overcome any complications in attaining the desired goals. It explores the concern of the organisations to improve their performance and grow continuously to reach the targets. 


[bookmark: _Toc241133352]Chapter 3: Methodology 
[bookmark: _Toc235405070][bookmark: _Toc241133353]3.1 Introduction  
In this chapter, the researcher explored the adopted methodology for analysing the impact of employee training and performance appraisal on employee performance and service quality in Travelodge. The researcher followed Saunders' onion model to ensure the most effective methodological alignment to produce the best results. It is a more structured process that reduced complications for the researcher to develop the study properly. 
[image: ]
[bookmark: _Toc241065054]Figure 3: Research onion model. 
Source: (Saunders et al., 2015)
The necessary data were collected from the raw sources for analysing how training and performance appraisal approaches can contribute to the enhancement of employee performance and service quality. The data were collected using a quantitative method, which allowed the researcher to present the information in a more standard and effective way. By adopting the framework, it was possible to ensure perfection in every stage to solve the identified issues
[bookmark: _Toc235405071][bookmark: _Toc241133354]3.2 Individual Aims/ Objectives 
Research Aim
The study aims to analyse the impact of employee training and performance appraisal on staff performance and service quality in Travelodge. 
Research Objectives 
· To explore the benefits of employee training and performance appraisal for Travelodge.
· To evaluate different approaches to enhancing staff performance and service quality in Travelodge.
· To analyse the impact of employee training and performance appraisal on staff performance and service quality in Travelodge.
· To recommend some effective processes to Travelodge to improve staff training and performance appraisal plans for attaining the best performance from the workforce, to ensure the best service quality for the customers.
[bookmark: _Toc235405072][bookmark: _Toc241133355]3.3 Research Philosophy
Research philosophy helps to develop the study with the most effective methods for generating realistic and credible results (Cottrell, 2014). Positivism, interpretivism and pragmatism are mostly used in academic research (Creswell, 2009). Positivist philosophy was more appropriate for this study to obtain the fixed objectives through the survey responses. It is also very popular for its scientific integrity, which increases the potentiality of generating results with accuracy and authenticity. Although interpretivism focuses on deeper insight into the topic, positivism follows here by relying on measurable data to provide critical ideas about the topic. It is appropriate for maintaining higher structure throughout the study that might not be possible with the implementation of the pragmatism philosophy (Bell, 2005). It also enhanced efficiency of the researcher to input the data consistently to show how training improves employee performance in Travelodge. It was possible to collect large amounts of data for critical analysis and produce the most credible results, which might not be possible by adopting interpretivism (Marshall, 2015). The findings were possible to present in a standard way to enable the readers to understand and implement them in the practical stage. 
[bookmark: _Toc235405073][bookmark: _Toc241133356]3.4 Research Approach 
The plans developed by the researcher for collecting, analysing, interpreting and presenting data for attaining specific objectives are called the research approach (Veal, 2011). Various approaches, including deductive, inductive and abductive, are used for conducting the study in a more structured way. The deductive approach is applied here for conducting the study in a standard way to attain the fixed aim and objectives. The inductive approach is appropriate to include rich data; the researcher uses a deductive approach to test existing theories for presenting the information (Bryman and Bell, 2007). It is also more appropriate for developing a study with quantitative data, which is not possible with an abductive approach. The researcher developed the study by focusing on objectivity to avoid any relevant biases in concluding within the fixed time. The deductive approach allowed the researcher to analyse the findings more effectively and faster for better presentation and solving the issues. It is also a time-efficient process, which was also a very significant thing for applying an approach that enabled the researcher to complete the study following the strict schedule (Alvesson and Skoldberg, 2009). The researcher was able to verify the results and improve reliability to attain more acceptance from the readers. The training and performance appraisal process enhanced the strengths of Travelodge to offer the best services to the customers, which was possible to capture with the proper application of the deductive approach. Any kind of relevant challenge was possible to overcome for better structuring of the study with the implication of the deductive approach.  
[bookmark: _Toc235405074][bookmark: _Toc241133357]3.5 Secondary and Primary Data 
Secondary data refers to published or used data that can be collected without observation or investigation (Igwenagu, 2016). It is easier to collect as other researchers have used the findings in a structured way to attain different objectives. On the contrary, primary data refers to data that needs to be collected from the happening place through observation or investigation (Easterby-Smith et al., 2015). The researchers need to observe things directly to collect the raw data, which is more time-consuming. The major benefit of primary data to get the most realistic and up-to-date data. The researchers need to spend an amount for collecting the data from the raw sources. But secondary data can be collected without spending any amount, and it is not required to spend more time collecting mass data. 
[bookmark: _Toc235405075][bookmark: _Toc241133358]3.6 Research Design 
 A better design of the academic research increases the potentiality of generating the best results (Anderson and Kanuka, 2006; Brown, 2006). The quantitative approach was more effective for collecting large amounts of data and concluding the study without any delay. It has allowed the researcher to collect more specific and authentic data from the participants by focusing on objectivity. The qualitative method is appropriate for providing exploration of the topic, but a quantitative design allows the researcher to use numbers and statistics for critical analysis to produce more credible results. For collecting large amounts of data to generate the most credible results, it was necessary to select a large sample, which was possible to obtain here by adopting the quantitative method. The participants also showed a positive intent to share accurate data, as they did not need to spend more time answering all of the questions in the questionnaire when selecting the quantitative method. It was not possible to collect sufficient data with the qualitative method, and it required more time for analysis that might create complication to generate the best conclusion within the fixed time (Creswell, 2009). Microsoft Excel was used for storing and analysing the data, which reduced complications for the researcher and enhanced efficiency for ensuring higher accuracy. Readers can understand the topic in a short time and implement it in the practical stage for the improvement of employee performance and enhancing customer satisfaction. The quantitative method allowed the researcher to develop the study with a more structured process by following the schedule. The researcher was able to influence the participants to place more importance on sharing the most accurate data and get positive intent for the simple questions in the questionnaire that were possible to answer in the numbering process. The quantitative data included a focus on objectivity for the adoption of a descriptive approach, which might not be possible with the inclusion of qualitative data. The readers can also realise the importance of performance appraisal within the workplace for motivating employees to focus on the improvement of their skills and efficiency for delivering the best services to the customers. It might require more time to generate the best conclusion by avoiding the relevant challenges (Bell, 2005; Denscombe, 2010).
[bookmark: _Toc235405076][bookmark: _Toc241133359]3.7 Method of Data Collection 
From different sources, the researchers need to collect data with specific plans or processes, which is called a data collection method or strategy (Ruderstam and Newton, 2007). Different types of strategies can be applied for data collection, where it is necessary to ensure the most effective approach to collect the most relevant and authentic data to produce the most credible results (Easterby-Smith et al., 2015). As this study was developed with primary source data, the researcher fixed a survey strategy and collected sufficient data from the participants easily and quickly. It was possible to collect large amounts of data from the large sample groups for fixing the survey strategy. The researcher developed a questionnaire with the inclusion of more specific and relevant questions to conduct the survey and collect mass data with accuracy. By completing the survey through the online platform, it was possible to get the participants more inclined to share accurate and complete data. The mass data were analysed critically to improve the data consistency and fairness. The researcher was able to save valuable time by fixing the survey strategy and collecting data with the quantitative method, which would not be possible with the interview approach. Interviews are a more time-consuming process that was not ideal for this study, where the researcher was required to follow a strict schedule to conclude the study successfully. The researcher had the chance of wider geographical reach for collecting the most authentic data about Travelodge to solve the identified issue. The survey strategy enabled the researcher to control the whole data collection process, which was very effective for attaining trust and acceptance from the participants (Stewart et al., 2007). The researcher shared information about the data collection and storage systems to obtain consent from the focus groups. Moreover, the survey strategy was a perfect selection for the study in producing a new framework for the implementation of the most effective training plans for the enhancement of employee performance. The readers can also get ideas about how performance appraisal influences employees to focus on improving performance to enhance customer satisfaction and the overall success of the organisations. 
[bookmark: _Toc235405077][bookmark: _Toc241133360]3.8 Design of Questionnaire 
For collecting accurate data from the participants, it is necessary to develop the questionnaire in a more structured way (Duck, 2018). The researcher prepared a structured questionnaire including the most relevant questions to get a positive intent of the participants. The participants were able to reply to all of the questions confidently as they had experience with the training and performance appraisal approach of Travelodge and its impact on employee performance and service quality. The participants had sufficient workplace experience to answer all of the questions with relevant information to avoid further complications. The researcher included some demographic questions and some closed-ended questions to get the attention of the participants. The experienced employees were selected for the survey, for which it was possible to ask more relevant and specific questions to make the results more credible. 
[bookmark: _Toc235405078][bookmark: _Toc241133361]3.9 Piloting and Results of Pilot Study 
A pilot study was conducted before collecting the main data to ensure clarity, reliability and relevance of the research (Bryman and Bell, 2015). It was required to identify ambiguous questions to get the participants more engaged and positive. The researcher administered the questions to a small number of participants who were not selected in the final survey to collect the data for concluding the study successfully. It allowed the researcher to identify the quality of the questionnaire and brought necessary changes to make the questionnaire more standard and effective. 
[bookmark: _Toc235405079][bookmark: _Toc241133362]3.10 Sampling 
Sampling is the process of selecting a specific group of individuals for collecting data, which is called sampling (Cottrell, 2014). It is necessary to fix sufficient individuals for collecting the necessary data to generate the most credible results (Igwenagu, 2016). By utilising an online survey method through a social media platform, the researcher selected 50 participants from the employees of Travelodge. The researcher distributed the questionnaire to the potential participants and asked them to answer some questions, which allowed the researcher to identify who were well-experienced in employee training and performance appraisal approaches of the company. The researcher posted the aim and objectives on the Facebook page of the employees of Travelodge to recruit the necessary participants. After getting responses, the researcher communicated with them in a one-to-one process to finalise the most experienced participants to increase the potential of attaining more credible and authentic data. The questionnaire was developed with the inclusion of more specific and relevant questions to avoid the wastage of time in collecting the necessary data. The participants got clear ideas about the process of the survey and provided free consent to participate in the survey as a voluntary activity. They had the chance of withdrawing consent whenever they wanted without facing any complication, which also motivated them to participate in the survey and provide accurate data to produce a new framework to enhance organisational efficiency in enhancing employee skills through effective training and performance appraisal. The researcher influenced the participants to share their ideas without feeling confused, as none of the data would be shared with anyone.  
[bookmark: _Toc235405080][bookmark: _Toc241133363]3.11 Data Collection  
Data source refers to the location or place from where the researchers collect the necessary data for accomplishing the focused aim and objectives (Fisher and Buglear, 2010). Primary or raw data sources allow the researcher to collect data directly from the participants. Secondary sources offer the chance of collecting mass data with free access, but the researcher selected 50 participants from the employees of Travelodge to collect the necessary data with accuracy and relevance. Initially, the researcher aimed to recruit 100 or more participants to collect a larger sample to make the results more credible and realistic. But considering the relevant factors, it was not possible to do so, as the researcher failed to manage to recruit enough experienced participants to collect and analyse data within the fixed time. Due to the time limitation, the researcher required more time to recruit the most experienced participants and conduct the study in a flow for a successful conclusion within the mentioned time. Google form used to make the survey more standardised and to collect the data while maintaining higher confidentiality. The researcher had the chance of collecting the most up-to-date data, which might not be possible using secondary sources here. Though the researcher was required to spend more time preparing a standard questionnaire and collecting data, it was possible to make the results more authentic and credible (Alvesson and Skoldberg, 2009). At the same time, the researcher developed a standard questionnaire for collecting more specific data to attain all of the objectives. To get the chance to interact with the participants, the researcher was able to influence the participants to provide accurate information by providing a standard and simple questionnaire. Primary sources are always very supportive for solving any issue more effectively and making the results more applicable in different sectors for the well-being of others (Natthews and Ross, 2010). The secondary sources' data were not enough to understand the effectiveness of Travelodge in offering effective training to the employees for enhancing their performance. 
[bookmark: _Toc235405081][bookmark: _Toc241133364]3.12 Data Analysis Techniques 
The process of organising, examining, and presenting the data in a more structured way for attaining the desired objectives (Marshall, 2015). The researcher analysed the findings by using Microsoft Excel along with relevant graphs and charts to ensure data accuracy and authenticity. For selecting a large sample, the researcher needed to fix an effective analysis technique to avoid the wastage of time, which was possible by applying a quantitative analysis technique (Marshall, 2015). The researcher also used mean, median, and mode for analysing the findings critically and presenting them in a more structured way. For the correlation and regression analysis, it was possible to understand the effectiveness of training and the performance appraisal approach of Travelodge. 
[bookmark: _Toc235405082][bookmark: _Toc241133365]3.13 Validity and Reliability 
The researchers need to assess the validity and reliability of the findings to ensure the outcomes are of a higher standard and authentic (Veal, 2011). To collect the most up-to-date and reliable data, the researcher prepared a standard questionnaire. The researcher also selected the most experienced participants to increase the chance of collecting valid and reliable data. The researcher communicated with the participants and provided them with clear guidance to make them highly motivated to share the data with validity. The efforts of the researcher influenced the participants to be more concern to share the most authentic data. After collecting data from the participants, the researcher analysed it critically and compared it with existing studies to avoid less credible data and make the results highly trusted by the readers. recent training approach and performance appraisal were possible to realise by having a standard questionnaire. 
[bookmark: _Toc235405083][bookmark: _Toc241133366]3.14 Ethical Considerations 
Academic research needs to maintain ethical standards to ensure fairness in generating the most credible results (Cottrell, 2014). The researcher completed the UWTSD ethics form from PG2 before collecting data from the primary sources and established the ethical requirements for the study. The participants participated in the survey voluntarily, and they did not receive any financial benefits for that. They provided free consent to participate in the survey after evaluating the aim and objectives of the study. They participated in the survey from a remote place in their free time and did not feel pressured to share any specific data. The participants had the chance to withdraw consent whenever they wanted, which also influenced them to show interest in participating in the survey. The researcher did not ask them any personal questions and included the most relevant question for influencing them to answer accurately. The researcher collected and processed the findings personally, maintaining higher confidentiality. The data presented in the study were anonymised to ensure that the participants did not face any complications for participating in the survey. The data were not shared with anyone, and no one had access to collect them for use for another purpose to maintain higher confidentiality throughout the study. 
[bookmark: _Toc235405084][bookmark: _Toc241133367]3.15 Limitations 
The researcher identified that collecting primary data comparatively more time-consuming and costlier process. It was highly challenging for the researcher as the study was required to conclude with a limited budget and time. The researcher intended to collect a wider range of data by interacting with more participants from different geographical locations, which was not possible due to the limited time and budget. It was not possible to provide in-depth insight to increase the acceptance and credibility of the research outcomes. Secondary sources offer easier and free access to collecting larger data where primary data collection is comparatively more complicated and time-consuming (Saunders et al., 2015). As training and performance appraisal are very important factors that impact employee performance and customer service, the researcher used secondary data to collect supporting data effectively and reduced the cost and time associated with data collection from primary sources. However, access of pre-publishing data from Travelodge, specifically internal information related to training and performance appraisal strategies, was limited. By considering the privacy and confidentiality issue these kind of information may not be available in published sources for the researcher. During the period of interpreting the findings which was addressed using credible secondary sources were used to support the analysis. 



[bookmark: _Toc241133368]Chapter 4- Results and Discussion 
[bookmark: _Toc241133369]4.1 Introduction 
This chapter presents the findings of the study for critically evaluating how employee training and performance appraisal in Travelodge relate to understand their relevancy of employee performance and also service quality. The researcher selected 50 participants to collect enough data or information to accomplish the fixed objectives. To collect the data properly from every participant, the researcher prepared a structured questionnaire using Google Forms, which was shared with the participants via different platforms. The findings are presented below and also in the appendix.  
[bookmark: _Toc82384850][bookmark: _Toc158491762][bookmark: _Toc241133370]4.2 Socio-Demographic Profile
The demographic information is presented here. 
[bookmark: _Toc81818140][bookmark: _Toc82384800][bookmark: _Toc241065047]Table 2: Demographic profile
	Particulars
	Characteristics
	Frequency

	
Gender
	Male
	23

	
	Female
	25

	
	Prefer not to say
	2

	
Years of working for Travelodge 
	1 Year
	5

	
	2 Years
	15

	
	3 Years
	9

	
	4 years 
	6

	
	More than 4 years 
	15

	Total
	50



At the very beginning stage, the researcher intended to know about the gender of the participants and found that 23 participants were male, 25 participants were female, and the remaining 2 participants preferred not to say. It was satisfactory to get the participants in almost equal portion that increased the chance of getting data from diverse perspectives for critical analysis in a structured way. 
The researcher also inquired about the work experience in Travelodge of the participants and found that 5 participants had worked for 1 year, 15 participants 2 years, 9 participants 3 years, 6 participants 4 years, and the remaining 15 participants had more than 4 years of working experience in Travelodge. 
[bookmark: _Toc158491763][bookmark: _Toc241133371]4.3 Enhance Employee Competence        
The researcher evaluated how Travelodge enhanced employee competence with strategic training plans and performance appraisals, and the results are presented here–
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[bookmark: _Toc241065055]Figure 4: Enhance employee competence 
In statement EE1, “Employee training and Performance appraisals are effective in Travelodge to influence employees to improve their performance, 1 employee strongly disagreed, 7 somewhat agreed, 22 agreed, and the rest of the 20 employees strongly agreed.
In statement EE 2, “The employees of Travelodge compete among themselves to improve their performance, 2 employees strongly disagreed, 5 somewhat agreed, 33 participants agreed, and 10 strongly agreed.
In statement EE 3, “Travelodge offers a standard work environment for enhancing employee competencies, 1 participant strongly disagreed, 1 disagreed, 4 participants somewhat agreed, 33 agreed, and 11 participants strongly agreed.
In statement EE 4, “The effective plans for training and performance appraisal in Travelodge contribute to enhancing employee competency, 1 participant disagreed, 1 somewhat disagreed, 2 somewhat disagreed, 5 somewhat agreed, 27 agreed, and 16 participants strongly agreed.
The findings align with Human Capital Theory, which explores that the knowledge, skills and experience of the employees are the valuable assets of the organisations. By offering necessary training with strategic plans and performance appraisal, Travelodge can make the employees more skilled and experienced to attain the desired goals. Harmini et al. (2021) also presented similar findings that effective training plans are necessary for boosting employee motivation and enhancing competencies among the workforce. 
The descriptive statistics of enhancing employee competency were critically evaluated, and the results are below–
[bookmark: _Toc241065048]Table 3: Enhancing employee competency
	
	EE 1
	RT 2
	RT 3
	RT 4

	Mean
	6.16
	5.90
	5.96
	6.08

	Mode
	6
	6
	6
	6

	SD
	1.02
	1.15
	1.07
	0.97



The mean range was 5.90 to 6.16, indicating that the participants in the survey provided similar responses regarding enhancing employee competency through an effective training plan. The SD ranged from 0.97 to 1.15, which means there was not a significant deviation in the responses of the participants.
[bookmark: _Toc158491764][bookmark: _Toc241133372]4.4 Identification of the Performance Gaps    
Identification of the performance gaps can be done through effective training and performance, which is presented below.
[image: ]
[bookmark: _Toc241065056]Figure 5: Identification of performance gaps
In statement IP 1, “Travelodge focuses on the performance of the employees for the identification of gaps and developing the training plans, 1 strongly disagreed, 1 disagreed, 1 somewhat disagreed, 6 remained neutral, 7 somewhat agreed, 15 agreed, and 19 strongly agreed.
In statement IP 2, “For the implication of an effective performance appraisal approach, Travelodge can identify the skill gaps of the employees, 1 strongly disagreed, 1 disagreed, 10 somewhat agreed, 31 agreed, and 7 participants strongly agreed.
In statement IP 3, “Efficiency in identifying performance gaps enables Travelodge to develop standard training plans, 3 somewhat disagreed, 4 somewhat agreed, 22 agreed, and 21 strongly agreed.
In statement IP 4, “Travelodge always develops standard plans for performance appraisals and identifies the skill gaps of the workforce, 1 participant strongly disagreed, 5 participants disagreed, 7 somewhat agreed, 22 agreed, and 15 strongly agreed.
The findings can be explored through the Performance Management Theory, which shows the way of enhancing employee performance. Travelodge can set expectations and monitor the performance of every individual to identify their skill gaps. By providing formative feedback based on the performance of the employees, it is possible to boost their performance to attain the desired goals. Hartono (2025) explored the factor similarly and said that organisations can develop effective training plans by analysing the performance gaps of the employees, and performance appraisal is the best way for assessing limitations of every individual.  The effectiveness of Travelodge in identifying performance gaps of the employees enhanced its efficiency in developing the most effective training plans. Harmini et al. (2021) explored that monitoring the performance of the employees and providing different rates considering their performance enhances organisational strengths in developing the most effective training plans and reducing organisational limitations. Hartono (2025) agreed with Harmini et al. (2021); organisations should pay more attention to the limitations of their workforce to take the necessary action plans in every situation for enhancing employee knowledge and competence to enable the employees to collaborate better for accomplishing the shared goals. In Travelodge, standard plans are developed continuously for efficiency in performance appraisal and getting clear ideas about employee limitations. Hendri (2019) stated that organisations can grow rapidly by focusing on the performance of every individual, with the implication of specific tools to identify the limitations and develop the training plans to enable the employees to perform their tasks according to the organisational plans to generate the most satisfactory results. 
The descriptive statistics of the identification of performance gaps have been evaluated, and the results are presented in the following–
[bookmark: _Toc241065049]Table 4: Identification of performance gaps 
	
	IP 1
	IP 2
	IP 3
	IP 4

	Mean
	5.76
	5.76
	6.16
	5.66

	Mode
	7
	6
	6
	6

	SD
	1.41
	1.06
	1.02
	1.57



The results of the Mean were found to be 5.66 to 6.15, which showed that the participants provided similar replies here that employee training and performance appraisal are very supportive for the identification of the performance gaps. The SD range was found to be 1.02 to 1.57, and here also the researcher did not find significant deviation in the response of the participants. 
[bookmark: _Toc158491765][bookmark: _Toc241133373]4.5 Promote Continuous Learning and Development   
Promoting continuous learning and development of the employees through effective training and performance appraisal is evaluated, and the results are presented here–
[image: ]
[bookmark: _Toc156663857][bookmark: _Toc241065057]Figure 6: Promote continuous learning and development  
In statement PC 1, “Employee training in Travelodge promotes continuous learning and development of the employees, 5 respondents somewhat agreed, 12 agreed, and 33 strongly agreed.
In statement PC 2, “The efficiency of Travelodge in performance appraisal influences the employees to pursue continuous learning and develop skills, 2 respondents strongly disagreed, 1 somewhat disagreed, 25 agreed, and 22 strongly agreed.
In statement PC 3, “Travelodge emphasises employee learning and development for attaining their best performance, 1 participant disagreed, 1 somewhat disagreed, 33 agreed, and 15 participants strongly agreed.
In statement PC 4, “Effective training and performance appraisal enable Travelodge to get the employees more focused on learning and improving skills, 1 participant disagreed, 10 somewhat agreed, 21 agreed, and 18 strongly agreed.
The findings align with Social Learning Theory of Bandura (1977), that highlights employee can learn from observation, interaction, feedback, modelling, and experience. So, Travedoge should not depend on offering formal instruction to employees and needs to make the work culture a standard for continuous learning and enhancing the skills and efficiency of the workforce. Nama et al. (2022) also stated that the factor with supportive intent is that organisations need to focus on employee development through effective training to achieve their best productivity in generating better outcomes. Travelodge emphasised the improvement an effective environment for learning and developing employees' skills to improve their collaboration for attaining the desired success. Prasetya (2019) stated that in the age of digital technology, organisations can take various initiatives to influence the workforce to focus on the enhancement of their skills to get their best performance to overcome the intensive competition in the global market. Baird et al. (2020) also stated similar factors, like Prasetya (2019), and explored that the organisational environment should be conducive to employee learning to get the employees highly motivated and productive in every situation, which is the most effective way to attain sustainable performance for becoming successful with innovative plans.
The descriptive statistics of promoting continuous learning and development with the strategic training and development in Travelodge are evaluated, and the results are presented here–
[bookmark: _Toc241065050]Table 5: Promote continuous learning and development 
	
	PC 1
	PC 2
	PC 3
	PC 4

	Mean
	6.56
	6.18
	6.16
	6.08

	Mode
	7
	6
	6
	6

	SD
	0.67
	1.27
	0.89
	0.94



The mean was between 6.08 and 6.56, which shows the participants provided similar responses about the effectiveness of employee training and performance in promoting continuous learning and development. The SD range was between 0.67 and 1.27, which also showed there was no standard deviation in the replies of the participants
[bookmark: _Toc158491766][bookmark: _Toc241133374]4.6 Improve Employee Motivation    
The researcher evaluated how employee motivation improved through effective training and performance appraisal in Travelodge, and the results are presented in the following.
[image: ]
[bookmark: _Toc241065058]Figure 7: Improve employee motivation   
In statement IE1, “Training and performance appraisals in Travelodge are effective processes for improving employee motivation, 10 participants somewhat agreed, 12 agreed, and 28 participants strongly agreed.
In statement IE 2, “Travelodge focuses on the enhancement of employee motivation for attaining the best performance of the employees, 1 participant strongly disagreed, 1 participant disagreed, 5 somewhat agreed, 21 agreed, and 22 respondents strongly agreed.
In statement IE 3, “Motivated employees in Travelodge offer the best customer service for enhancing brand credibility, 3 participants somewhat disagreed, 1 participant somewhat agreed, 27 agreed, and 19 participants strongly agreed.
In statement IE 4, “Travelodge produces effective plans for employee training and enhancing motivation to attain their improving performance, 3 disagreed, 6 somewhat agreed, 17 agreed, and 24 strongly agreed.
Maslow’s Hierarchy of Needs theory is similar to the findings here that explore the necessity for organisations to emphasise employee motivation to generate better outcomes, which is discussed in chapter 2. In Travelodge, motivated employees believe that their increasing efforts will contribute to better organisational performance and overall success. Papademetriou et al. (2023) presented similar findings that staff training is very supportive in enhancing employee motivation and productivity to attain the desired goals, where efficiency in performance appraisal enables the organisations to produce the training plans more effectively and standard. Travelodge showed more concern for the development of employee motivation and getting their better contribution for improving organisational performance and customer service quality. Mio et al. (2022) stated that organisations develop plans for enhancing the motivation of the workforce to get them more engaged in completing every task with accuracy, which can be possible with the implementation of the most effective training plans. Pudjono et al. (2025) presented a similar statement to Mio et al. (2022) and added that continuous performance appraisal is the way to understand the effectiveness of the training plans for taking further initiatives for getting the best contribution of the employees to boost organisational results and ensure the best services to the customers. 
The descriptive statistics of improving employee motivation through training and performance appraisal are evaluated, and the results are presented below– 
[bookmark: _Toc241065051]Table 6: Improve employee motivation 
	
	IE 1
	IE 2
	IE 3
	IE 4

	Mean
	6.36
	6.16
	6.18
	6.12

	Mode
	7
	7
	6
	7

	SD
	0.80
	1.17
	0.96
	1.26



The range of the mean was found to be 6.12 to 6.36, which showed that the participants shared similar responses about the impact of employee training and performance appraisal on the enhancement of employee motivation.  The SD range was found between 0.80 and 1.26, which also indicates that there was no standard deviation in the responses of the participants. 
[bookmark: _Toc158491767][bookmark: _Toc241133375]4.7 Enhancing Staff Performance and Service Quality  
The researcher evaluated the enhancement of staff performance and service quality by offering necessary training and effective performance appraisal in Travelodge and presented the results below–
[image: ]
[bookmark: _Toc241065059]Figure 8: Enhancing staff performance and service quality
In statement ES 1, “Training and performance appraisal in Travelodge increase employee competence and performance to ensure the best service to the customer, 1 strongly disagreed, 1 disagreed, 2 somewhat disagreed, 4 somewhat agreed, 10 agreed, and 32 strongly agreed.
In statement ES 2, “Travelodge identifies the skill gaps of the employees through performance assessment and develops standard training plans for improving their performance and service quality, 3 participants were neutral, 31 agreed, and 16 strongly agreed.
In statement ES 3, “Training and performance appraisal in Travelodge promote continuous learning and development to ensure the best customer service and overall performance, 1 somewhat agreed, 31 agreed, and 18 employees strongly agreed.
In statement ES 4, “Travelodge focuses on the enhancement of employee motivation to get their best performance to offer the standard service to customers, 6 somewhat agreed, 24 agreed, and 20 participants strongly agreed.
Service-Profit Chain Theory of Heskett et al. (1994) aligns with these findings, which explore how organisational strategy impacts employee outcomes, as explored in Chapter 2. Travelodge emphasises the development of employee motivation and productivity through training and performance appraisal, and aims to improve performance. Ali et al. (2021) presented a similar statement that organisations can develop strategic training plans and assess the performance of every individual to boost their skills and performance to offer the best service to the customers for enhancing their satisfaction. 
The statistics of enhancing employee performance and service quality with the implication of standard training plans and continuous performance appraisal in Travelodge are evaluated and presented here –
Table 6: Enhancing staff performance and service quality
	
	ES 1
	ES 2
	ES 3
	ES 4

	Mean
	6.26
	6.20
	6.34
	6.28

	Mode
	7
	6
	6
	6

	SD
	1.37
	0.73
	0.52
	0.67



The mean range was found to be 6.20 to 6.34, which indicated that the respondents shared similar intentions regarding the statement about the effectiveness of staff training and performance appraisal to enhance workforce performance and customer service quality. The SD range was between 0.52 and 1.37 that means there was no significant deviation among the responses of the participants.  


[bookmark: _Toc158491768][bookmark: _Toc241133376]4.8 Correlation Analysis 
Table 7: Correlation Analysis
	 
	EEC
	IPG
	PCL
	IEM
	ESP

	EEC
	1
	0.1037
	0.2261
	0.0279
	0.1362

	IPG
	0.1037
	1
	0.0662
	0.0876
	0.2176

	PCL
	0.2260
	0.0662
	1
	0.2384
	0.3423

	IEM
	0.0279
	0.0876
	0.2384
	1
	0.3785

	ESP
	0.1362
	0.2176
	0.3423
	0.3787
	1



With correlation analysis, the researcher identified that all of the tools have a positive relationship with the enhancement of staff performance and service quality in Travelodge. It was found that enhancing employee motivation had the strongest correlation with the enhancement of staff performance and service quality at Travelodge, and the result was 0.3787, or 38%. Promoting continuous learning and development had about a 0.3423, or 34%, correlation with staff performance and service quality. Identification of the performance gaps also had a significant correlation with staff performance and service quality enhancement in Travelodge, and it was 0.2176 or 22%. 


[bookmark: _Toc158491769][bookmark: _Toc241133377]4.9 Regression Statistics
Regression analysis is a systematic process of assessing the relationship between the dependent and independent variables. The regression statistics were prepared, which are represented in the following –
Table 8: Regression statistics
	Multiple R
	0.479632745

	R Square
	0.23004757

	Adjusted R Square
	0.214006895

	Standard Error
	0.46715457

	Observations
	50



Through regression analysis, the researcher found the value of Multiple R was 0.479632745, or 48%, which means the linear relationship in the model could be explained by 48%. The R-squared value was found to be 0.23004757, which means the dependent and independent variables were 23% related. Adjusted R Square value was 0.214006895, or 21%, which represented that changing the model can bring 21% outcomes change. 
[bookmark: _Toc158491770][bookmark: _Toc241133378]4.10 ANOVA Analysis 
Table 9: ANOVA Analysis
	 
	df
	SS
	MS
	F
	Significance F

	Regression
	1
	3.129797
	3.129797
	14.34151
	0.000424

	Residual
	48
	10.4752
	0.218233
	
	

	Total
	49
	13.605
	
	
	



ANOVA analysis mainly discussed that the F value must be higher than 10, and the Significance F-value should not be higher than 0.05 to be acceptable. The F-value in this part was found to be 14.34151, and the Significance F-value was 0.000424. Thus, the null hypothesis that staff training and performance appraisal do not impact staff performance and service quality was rejected. The hypothesis that staff training and performance appraisal impact staff performance and service quality was accepted. 
[bookmark: _Toc158491771][bookmark: _Toc241133379]4.10 Discussion on Findings 
Exploring the benefits of employee training and performance appraisal in Travelodge was the first objective in the study, which was accomplished. It has been identified that Travelodge emphasised continuous training and career development. New employees received relevant training to enhance their efficiency and gain clear ideas about their roles and responsibilities for continuous development. Sundar and Prabhu (2019) stated that within organisations, it is necessary to provide more focus on the development of employee skills and productivity for the improvement of the work culture for producing the most satisfactory outcomes. Waqanimaravu and Arasanmi (2020) did not provide a similar statement to Sundar and Prabhu (2019), and said that organisations face major complications in the implication of effective training plans and developing the skills of the employees as they search for better opportunities in the competitive job market to have the ability to deliver better performance. So, it can result in higher employee turnover and poorer organisational outcomes. The researcher identified that employees in Travelodge compete among themselves to enhance their performance, which was possible through the implication of effective training plans and continuing performance appraisal with more importance. Prasetya (2019) stated that effective training plans develop for motivating the employees to conduct their task with higher standard and are the most valuable part for organisational success. Kalyanamitra et al. (2020) supported the findings of Prasetya (2019) and added that employees learn how to conduct their tasks properly through the implication of effective training plans, which boost employee confidence to foster innovation and get appreciation from the management and assess their performance by using specific tools or processes. The training plans of Travelodge were very supportive of improving its work environment, as everyone showed positive intent toward each other for completing the task properly. Islami and Islami (2019) stated that the collaboration of the employees is the most important thing for the improvement of the work environment and competencies, which can be ensured through the improvement of employee skills by offering work-based training. Baird et al. (2020) also presented similar findings to those of Islami and Islami (2019), and added that skilled employees can play the most significant roles in improving work culture and the overall organisational outcomes, where training is the way to ensure employee collaboration and commitment to enhance organisational outcomes. The Aspire programs of Travelodge provided structured guidance for development to attain a better career. It also provided apprenticeship opportunities and nationally recognised qualifications to employees in office roles to achieve their best performance. The researcher also identified that Travelodge emphasised performance appraisal to identify the gaps or weaknesses of the employees to develop the most effective training plans. Hendri (2019) said that organisations should have more concern for the strengths and limitations of the employees to support them properly by developing the most effective training plans that can help to reach the targets. Darmawan et al. (2020) argued, with Hendri (2019) and said that implication of training plans increases organisational cost and reduces productivity; for this reason, it is necessary to focus on recruiting the most skilled and experienced employees to enhance organisational results. It was also found that the performance appraisal approach of Travelodge was of a high enough standard to identify the skill gaps of the employees to make the right decision at the earliest time. Miriti et al. (2021) also provided similar ideas that efficiency in performance appraisal contributes to the massive enhancement of employee and organisational development to gain the most competitive advantages. Stor (2023) supported the statement of Miriti et al. (2021) and added that organisations should have clear ideas about the strengths and limitations of the workforce for offering them the necessary support to generate better organisational results. 
Evaluating different approaches to enhancing staff performance and improving the service quality in Travelodge was the second objective, which was also accomplished through the study. Travelodge promoted continuous learning and development of the employees by implementing consistent training to boost their productivity and increase the chance of becoming successful. Nama et al. (2022) explored the factor that, within the workplace where organisations should offer the opportunity for learning and development to employees to achieve higher engagement, complete tasks properly and attain fixed goals by overcoming any kind of challenge or complication. Papademetriou et al. (2023) strongly supported the statement of Nama et al. (2022) and added that the environment of continuous learning improves the quality of the workforce for introducing innovation and improving the service quality for promoting the brand more widely to attain more sales and generate higher revenues regularly. The implication of the performance appraisal influences the employees to focus on the enhancement of their skills and performance through continuous learning and development. Sundar and Prabhu (2019) discussed that performance appraisal is the most effective way to show employees the gaps between their performance and organisational demand to prepare them for playing the crucial roles for enhancing the competitive power of their working organisations. Waqanimaravu and Arasanmi (2020) supported the statement of Sundar and Prabhu (2019) and added that the implication of performance appraisal enables organisations to enhance employee eagerness to learn and improve their skills for delivering better performance for the rapid growth of the organisational results. Within Travelodge, the employees showed more concern for learning and improving their skills to get clear ideas about their present performance. Miriti et al. (2021) stated that organisations should strengthen relationships with the workforce to motivate them to emphasise learning new things and implementing their creative ideas to overcome the competitive challenges, which can be possible with the implication of the most effective performance appraisal approach. Stor (2023) supported the evaluation of Miriti et al. (2021), and further added that an inclusive and standard work culture promotes continuous learning, boosting employee motivation for providing more concern to overcome personal limitations for leading from the front to enable the organisations to reach their targets. Travelodge developed the training plans for boosting employee motivation by influencing them to maintain consistency in the progression of their productivity to enhance organisational capabilities to attain the fixed aim and objectives. Islami and Islami (2019) stated that effective employee training and performance appraisal are necessary for enhancing job satisfaction, which motivates employees to provide their best efforts every time, considering organisational wellness instead of personal benefits. Darmawan et al. (2020) strongly supported this explanation with the explanation of Islami and Islami (2019), and added that through training, it can be possible to enhance employee knowledge to make the right decision at the right time and complete any complex task easily, that influence the employees to face any situation with courage and lead from the front to make the plan successful.  Travelodge focused on enhancing customer satisfaction for the enhancement of the brand credibility and developed the brand accordingly to enhance workforce performance. Kalyanamitra et al. (2020) mentioned that the organisation guides the employees according to the plans, and when any organisation influences the employees to ensure the best services to the customers for enhancing their satisfaction, it can be possible to get the employees more concerned to ensure perfection in meeting the demand, which also plays a significant role in the enhancement of the brand credibility. Ali et al. (2021) provided supportive information with Kalyanamitra et al. (2020), and added that employees are influenced to ensure the best services to the customers, focus on enhancing their skills through continuous learning to meet the demand of diverse customers who want different kinds of services that contribute to the massive progress of the organisational results. Travelodge's effective plans to offer training to the employees were very effective for boosting their motivation and performance. Tong et al. (2021) stated that organisations can overcome their boundaries with the implication of innovative plans for the development of their human resources and can use other resources without facing any complications, which helps to attain more engagement and credibility of the customers.  From the findings, it can be possible to understand that three particular reasons are continuous learning, career progress and identification of development needs through performance appraisals, which enable Travelodge to make its approach successful.  Through training, it can continuously improve employee skills and efficiency to get their better contribution and also prepare them for career advancement. Besides, performance appraisal provides ideas about the succession of training and the necessity of improvement in future. 
The researcher analysed how staff training and performance appraisal impact workforce performance and customer service quality in Travelodge and also achieved the third objective. The findings indicated that performance appraisal was very important to enhance employee strengths and performance to ensure the best services to the customers. Uddin et al. (2019) said that in any organisation, the concern toward the skill development of the employees offers the chance of attaining a higher rate of customer retention for the continuous progress of organisational performance. Akdere and Egan (2020) supported the explanation of Uddin et al. (2019) and added that it is necessary to focus on the weaknesses of the workforce to make the training plans more effective and standard to get the best contribution of the employees to deliver higher-standard services to the customers and make the brand more popular with them. Islam et al. (2021) did not support Akdere and Egan (2020) and said that organisations focused on recruiting skilled employees instead of investing time and amount for the development of the skills of the existing workforce to generate better results, along with the enhancement of customer satisfaction. The researcher found that Travelodge focused on identifying the skill gaps through performance appraisal and linked it with training offerings to improve performance from the workforce. Diamantidis and Chatzoglou (2019) found that the concern of any organisation to identify the limitations of its workforce strengthens the relationship between the organisation and its workforce for offering work-based training in a more structured way for attaining the desired results by mitigating any kind of challenge or complication. Al Kurdi et al. (2020) presented a supportive explanation with Diamantidis and Chatzoglou (2019), and added that by offering training consistently, organisations can make the employees capable of understanding the demands of diverse customers and make them satisfied, which is the way of improving the overall performance of the organisations. Riyanto et al. (2021), in contrast to Al Kurdi et al. (2020), mentioned that organisations can boost employee skills through effective training to enable them to foster innovation to enhance their personalised experience with them and attain their credibility for the improvement of customer loyalty. Travelodge promotes continuous learning and enhancement of skills for career advancement, which influenced them to focus on the practical implications of the acquired knowledge. Here, Travelodge was different from other companies in the hospitality industry as it not only focused on enhancing operational efficiency but also offered the chance of a better and sustainable career, which can be understood better by assessing the table in the Appendix. Kuswati (2020) stated that organisations can influence employees to place importance on learning and enhancing their knowledge to face any situation and contribute to reaching the targeted position. Koc (2020) agreed with Kuswati (2020) and added that organisations need to offer the necessary materials on offline and online platforms to ensure that employees will be able to learn different things whenever they want to boost their productivity for the success of their working organisations. 
[bookmark: _Toc241133380]4.11 Summary 
The findings in this chapter provided clear ideas about the impact of employee training and performance appraisal in Travelodge on its workforce performance and service. Through the performance appraisal, it was able to find out the limitations of the workforce and provide them with necessary training to boost their motivation and productivity. It also identified that continuous learning opportunities are very effective for the improvement of employee performance and organisational outcomes. It was possible to understand that learning and development has a strong relationship with enhancing employee performance and service quality. Travelodge got the employees more engaged and collaborative by having plans to improve their skills and efficiency. The next chapter will provide a summary to show how the findings are enough to obtain all of the objectives. The researcher will also prepare some recommendations for overcoming the ongoing issues in Travelodge to enhance its overall performance and ensure the best customer service to make customers satisfied.  

[bookmark: _Toc238114386][bookmark: _Toc241133381]Chapter 5- Conclusion and Recommendations  
[bookmark: _Toc238114387][bookmark: _Toc241133382]5.1 Conclusion 
This research study aims to analyse how employee training and performance appraisal impact staff performance and service quality in Travelodge. From the findings, it was possible to understand that Travelodge produced effective training plans for getting the best performance from employees. It also placed more importance on getting clear ideas about the strengths and limitations of the workforce for developing plans accordingly to enhance service quality. The data collected using the quantitative method ensured the best use of the fixed time and were analysed critically to input them in a structured way by focusing on objectivity to achieve all of the objectives.
The first objective of the study was the exploration of numerous benefits of employee training as well as performance appraisal in Travelodge, which was accomplished through the study. The researcher identified that Travelodge developed strategic training plans for the enhancement of employee productivity and performance. The participants also shared positive ideas about the effectiveness of Travelodge to implement standard performance appraisal approach for getting ideas about the contribution of the employees. It was also very supportive for the identification of their skill gaps for taking further actions to attain the best performance from the workforce in Travelodge. Through effective training, Travelodge tried to boost employee motivation for developing a work culture of fair competition to attain the best performance from every individual (Ali et al., 2021). Here, performance appraisal also played a significant role in influencing employees to focus on improving their performance to get recognition from the organisation. Travelodge focused to the development employee moral values along with the work culture to achieve more satisfactory performance from the workforce. The employees showed positivity toward their colleagues and supported each other in attaining the focused goals. With a supportive mentality within the workplace, Travelodge was able to get the best performance from the employees, and it was possible to complete every task in a standard way, which would not have been possible without the implication of effective training and performance appraisal processes (Baird et al., 2020).  The training plans were mostly developed based on the identification of employee limitations for attaining the best performance of the workforce. Travelodge implements an effective performance appraisal process for the identification of the weaker areas of the employees and supports them accordingly to enable them to boost their productivity and performance. Travelodge focused on maintaining a higher standard during the period of performance appraisal to influence the employees to focus on overcoming their skill gaps by considering the wellness of their working organisation. For its effectiveness, identifying the limitations of every individual was the key factor in giving more importance to developing standard training plans and performance appraisals with consistency to make the best decision at the earliest time for getting the best performance of the employees (Islami and Islami, 2019). The employees got proper support from Travelodge to enhance their knowledge and efficiency, which motivated them to emphasise continuous development of their performance and enhance service quality.
2nd objective was to evaluate the approaches of Travelodge to enhance employee performance and service quality, which was also obtained here. Continuous learning and development opportunities in Travelodge boosted employee productivity and performance. The employees gain knowledge from the training on how to serve diverse customers to increase sales and revenues. With greater concern toward performance appraisal, Travelodge was able to get the employees highly motivated toward the improvement of their skills and performance to enhance organisational competitive power (Kalyanamitra et al., 2020). The employees focused on ensuring the best use of the opportunity for continuous learning and developing their skills. For the improvement of the work environment, Travelodge emphasised implementing an effective training and development approach, which enabled it to grow continuously and become successful. After getting specific ideas about their skill limitations, the employees were encouraged to prepare effective action plans to make them eligible to complete their responsibilities. They focused on the improvement of their skills and knowledge for better customer management with quality services. Travelodge developed training plans for boosting employee motivation, which was the key factor in improving performance from the workforce (Kuswati, 2020). The employees are influenced to engage in continuous learning and development to enable the organisation to attain its goals. The employees focused on improving their productivity to enhance organisational capability to reach its goals. It influenced the employees to place more importance on the demands of the focus groups to meet their expectations and make them highly satisfied. Through the work-based training, it provided specific guidance to the employees for the enhancement of their performance, along with motivation to maintain consistency of progress. The efforts of the employees enabled Travelodge to increase the number of satisfied customers, who contribute to the enhancement of the brand reputation and credibility (Mio et al., 2022).
The third objective of the study was to analyse the impact of staff training and performance appraisal on workforce performance and customer service, which was also achieved through the study. Travelodge was able to boost performance by offering consistent training to the employees (Pudjono et al., 2025). To understand the effectiveness and impact of training programs, it implemented an effective performance appraisal process, which also contributed to developing effective training plans to enable employees to complete their task with higher standard. The employees, after getting necessary training, focused on offering the best customer service to increase the number of satisfied customers. It emphasised identifying the skill gaps of every individual for the development of training plans more effectively and fruitfully. The employees got clear ideas about the process of completing their regular task with higher standard to enable the organisation to reach its targets. To gain more trust from customers, it focused on preparing the manpower by providing effective training. The employees were able to interact with diverse customers more effectively, increasing brand credibility (Riyanto et al., 2021). The efforts to enhance customer satisfaction and build relationships of trust were also very supportive of enhancing brand sustainability to accomplish the long-term goals. Its concern toward the enhancement of employee motivation was very effective for the development of the workforce, who provided their best efforts to make the customers highly satisfied. The employees evaluated the demands of diverse customers with greater importance and interacted with them in a standard way to fulfil their demands and make them highly satisfied. For better engagement with customers, Travelodge was able to produce better results, which was possible due to the effectiveness of the workforce. The strategic training and development contributed to making the employees more skilled and effective in operating their tasks according to the plans and ensuring that they are able to meet the demand of the customers and increase the number of satisfied customers (Stor, 2023).
[bookmark: _Toc238114388][bookmark: _Toc241133383]5.2 Recommendations for Managerial Practice 
By analysing the findings, the researcher found several stages of improvement for the managerial practice in Travelodge to attain better performance of the employees and enhance its service quality. The following recommendations are prepared by the researcher to overcome the existing issues and enhance the overall performance of Travelodge.
* Travelodge should focus on increasing its investment in digital training and performance appraisal to offer easier access for the continuous improvement of employee performance. It is necessary for the continuous enhancement of employee performance to overcome competitive challenges and reach targets (Ali et al., 2021). Online training and development will be very effective in enhancing their knowledge and skills, tracking performance and conducting performance appraisals. Besides, it will also be very important to use the latest tools for performance appraisal to get clear ideas about the contribution of the employees to guide them appropriately for the overall wellness of the organisation.
* Travelodge should place more importance on strengthening the plan or process for identification of employee limitations to develop the plans for effective training. It will be very effective for the identification of specific areas of improvement for getting their best performance (Baird et al., 2020). The HR managers will be able to guide the workforce systematically to get their best contribution for the accomplishment of the shared goals.
* Travelodge should place more concern to the development of the work environment to influence the workforce for continuous learning and improving skills by comparing other organisations in this industry. A supportive environment makes employees highly motivated to acquire knowledge in diverse sectors and perform their task standard way for making the organisational goals realistic (Islami and Islami, 2019). The employees operate their tasks with satisfaction from having enough knowledge and a supportive environment, which contributes massively to increasing the rate of customer loyalty. The managers can provide them with formative feedback to enhance their eagerness for learning and improving their skills for better performance in future.
* The management of Travelodge should use different tools for performance appraisal and get specific ideas about the skill gap of the employees. It is necessary to guide the employees in overcoming their limitations in specific segments (Kalyanamitra et al., 2020). It is also necessary for the development of the training plans to overcome the limitations of the workforce for generating better organisational performance. Employees can understand their roles and responsibilities, enhancing customer satisfaction and increasing customer loyalty.
[bookmark: _Toc238114389][bookmark: _Toc241133384]5.3 Contribution to Theory 
The study was developed to analyse how employee training and performance appraisal impact employee performance and service quality. It has provided a clear understanding of the process of developing training plans to boost employee productivity and performance, enhancing organisational capability to attain more satisfied customers. The hospitality industry needs to assess the performance of employees constantly for the identification of their skill gaps, and it is possible to ensure this by implementing strategic approaches. Most of the hospitality organisations fail to assess the performance of employees to understand the scope for improvement and support them in attaining their best performance. This study has developed a standard framework for supporting organisations to prepare standard training plans for attaining their improving performance and enhancing customer loyalty.
[bookmark: _Toc238114390][bookmark: _Toc241133385]5.4 Limitations of the Study Leading to Areas 
The researcher focused on the key limitations of the study to avoid them in future for better outcomes with fewer efforts. the numerical method, it was possible to analyse the data using a statistical approach to follow the schedule in successful conclusion in this study. Though the researcher accomplished the aim and objectives, the researcher identified some stages of improvement that could contribute to producing more authentic results with less effort. The inclusion of a mixed method could be very effective for providing in-depth information about the strategic approach of Travelodge to offer training to the employees for attaining better performance to the enhancement of service quality. It would offer the opportunity to collect data through interviews, where the researcher would have a better opportunity to cross-check the findings to generate more credible and realistic results. Besides, the data from secondary sources would provide a better opportunity for critical analysis of the findings to input them in a more structured way for making the solution more effective for the practical implication. But the researcher did not have the chance to adopt mixed data from the mixed sources due to time limitations. With greater effort from the researcher, it was possible to overcome all of these challenges, and the result was more authentic for attaining the most acceptance from the readers. 
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Research Title: The impact of employee training and performance appraisal on staff performance and service quality: A case study of Travelodge
Dear respondents,
This study is being carried out for academic purposes with the sole aim of investigating how employee training and performance appraisal affect staff performance and service quality in Travelodge. To collect primary data for the research, the survey strategy has been adopted. Your genuine response will be highly appreciated. You can rest assured that your personal information will be kept confidential.
Thank you
[bookmark: _Toc150682791][bookmark: _Toc82384867][bookmark: _Toc40522913][bookmark: _Toc158491779][bookmark: _Toc169109104][bookmark: _Toc171764788]Demographic Profile
1. Your Gender- 
· Male
· Female 
· Prefer not to say 
2. Your working experience in Travelodge –
· 1 year
· 2 years 	
· 3 years 	
· 4 years
· More than 4 years 
	[bookmark: _Hlk156656296]Strongly Disagree
	Disagree
	Somewhat Disagree
	Neutral
	Somewhat Agree
	Agree
	Strongly Agree

	1
	2
	3
	4
	5
	6
	7

	Codes
	Questions
	1
	2
	3
	4
	5
	6
	7

	Section 1: Enhance Employee Competence        

	EE 1
	Employee training and Performance appraisals are effective at Travelodge in influencing employees to improve their performance. 
	1
	2
	3
	4
	5
	6
	7

	EE 2
	The employees of Travelodge compete among themselves to improve their performance.    
	1
	2
	3
	4
	5
	6
	7

	EE 3
	Travelodge offers a standard work environment for enhancing employee competencies
	1
	2
	3
	4
	5
	6
	7

	EE 4
	The effective plans for training and performance appraisal in Travelodge contribute to enhancing employee competency.  
	1
	2
	3
	4
	5
	6
	7

	Section 2: Identification of the Performance Gaps 

	IP 1
	Travelodge focuses on the performance of the employees for the identification of gaps and developing the training plans.  
	1
	2
	3
	4
	5
	6
	7

	IP 2
	For the implication of an effective performance appraisal approach, Travelodge can identify the skill gaps of the employees 
	1
	2
	3
	4
	5
	6
	7

	IP 3
	Efficiency in identifying performance gaps enables Travelodge to develop standard training plans.  
	1
	2
	3
	4
	5
	6
	7

	IP 4
	Travelodge always develops standard plans for performance appraisals and identifies the skill gaps of the workforce.     
	1
	2
	3
	4
	5
	6
	7

	Section 3: Promote Continuous Learning and Development   

	PC 1
	Employee training at Travelodge promotes continuous learning and development of the employees.  
	1
	2
	3
	4
	5
	6
	7

	PC 2
	The efficiency of Travelodge in performance appraisal influences employees to pursue continuous learning and develop skills.    
	1
	2
	3
	4
	5
	6
	7

	PC 3
	Travelodge emphasises employee learning and development to attain their best performance.     
	1
	2
	3
	4
	5
	6
	7

	PC 4
	Effective training and performance appraisal enable Travelodge to get the employees more focused on learning and improving skills.     
	1
	2
	3
	4
	5
	6
	7

	Section 4: Improve Employee Motivation    

	IE 1
	Training and performance appraisals in Travelodge are effective processes for improving employee motivation   
	1
	2
	3
	4
	5
	6
	7

	IE 2
	Travelodge focuses on the enhancement of employee motivation to attain the best performance of the employees.   
	1
	2
	3
	4
	5
	6
	7

	IE 3
	The motivated employees in Travelodge offer the best customer service for enhancing brand credibility.       
	1
	2
	3
	4
	5
	6
	7

	IE 4
	Travelodge produces effective plans for employee training and enhancing motivation to attain their improving performance.      
	1
	2
	3
	4
	5
	6
	7

	Section 5: Enhancing Staff Performance and Service Quality 

	ES1
	Training and performance appraisal at Travelodge increase employee competence and performance to ensure the best service to the customer.    
	1
	2
	3
	4
	5
	6
	7

	ES 2
	Travelodge identifies the skill gaps of the employees through performance assessment and develops standard training plans for improving their performance and service quality.    
	1
	2
	3
	4
	5
	6
	7

	ES 3
	Training and performance appraisal in Travelodge promote continuous learning and development to ensure the best customer service and overall performance.    
	1
	2
	3
	4
	5
	6
	7

	ES 4
	Travelodge focuses on the enhancement of employee motivation to achieve their best performance and offer standard service to customers.    
	1
	2
	3
	4
	5
	6
	7





[bookmark: _Toc241133389]Appendix 2- Google Form Link
https://docs.google.com/forms/d/e/1FAIpQLSfBglPgxWpJ3XcENTdw5wuTLJfnKBsVxtnqGavtqaU0DVX4UQ/viewform



[bookmark: _Toc241133390]Appendix 3- Primary Data
	Coded Primary Data

	[bookmark: RANGE!A1]EE1
	EE2
	EE3
	EE4
	IP1
	IP2
	IP3
	IP4
	PC1
	PC2
	PC3
	PC4
	IE1
	IE2
	IE3
	IE4
	ES1
	ES2
	ES3
	ES4

	6
	6
	6
	6
	5
	6
	6
	6
	7
	7
	7
	7
	7
	2
	7
	7
	3
	7
	5
	7

	7
	7
	7
	7
	2
	5
	5
	1
	7
	6
	6
	7
	7
	6
	6
	7
	7
	6
	6
	6

	1
	6
	6
	6
	4
	5
	6
	5
	7
	6
	6
	5
	7
	6
	7
	5
	7
	6
	6
	5

	6
	6
	6
	6
	3
	6
	7
	7
	7
	7
	7
	7
	7
	1
	7
	7
	7
	7
	7
	7

	5
	6
	7
	7
	6
	5
	6
	5
	6
	1
	6
	5
	6
	6
	6
	5
	6
	6
	6
	5

	6
	6
	6
	6
	7
	7
	7
	2
	5
	7
	7
	7
	7
	7
	7
	7
	7
	7
	7
	7

	6
	5
	6
	5
	4
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6

	7
	7
	7
	7
	7
	6
	7
	2
	7
	7
	7
	7
	7
	7
	3
	7
	7
	4
	7
	7

	5
	7
	5
	7
	5
	6
	7
	7
	7
	6
	6
	5
	5
	7
	7
	2
	5
	7
	7
	7

	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6

	7
	6
	6
	6
	6
	6
	3
	6
	7
	7
	6
	6
	7
	6
	6
	7
	7
	6
	6
	6

	7
	6
	6
	6
	7
	6
	7
	6
	7
	6
	6
	6
	5
	5
	6
	6
	7
	6
	6
	6

	6
	5
	6
	5
	4
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6

	7
	7
	7
	7
	7
	2
	7
	2
	7
	7
	7
	7
	7
	7
	3
	7
	7
	4
	7
	7

	5
	7
	5
	7
	5
	6
	7
	7
	7
	6
	6
	5
	5
	7
	7
	2
	5
	7
	7
	7

	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	6

	7
	6
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	3
	6
	7
	7
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	6
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	7
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	6
	6
	6

	7
	6
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	6
	7
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	6
	5
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	6
	7
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	6
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	6
	2
	7
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	6
	7
	6
	6
	6
	7
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	5
	6
	7
	6
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	5
	6
	5
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	7
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	6
	6
	6
	6
	5
	6
	6
	6
	7
	7
	7
	7
	7
	7
	7
	7
	7
	7
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	7

	7
	7
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	6
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	5
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	7
	7
	7
	7
	7
	7
	7
	7
	7

	5
	6
	2
	7
	6
	5
	6
	5
	6
	6
	6
	5
	6
	6
	6
	7
	3
	6
	6
	5

	6
	6
	6
	6
	7
	7
	7
	7
	7
	3
	7
	7
	7
	7
	7
	7
	7
	7
	7
	7

	6
	5
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	7
	6
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	6
	6
	6
	6
	6
	6
	6
	6
	6
	6
	1
	6
	6
	6
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	5
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	6
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	5
	5
	7
	7
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	5
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	6
	6
	6
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	6
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	6
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	6
	6
	6
	6
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	6
	6
	6
	6
	6
	6
	6

	7
	7
	7
	7
	7
	6
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	2
	7
	7
	7
	7
	7
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	3
	7
	7
	4
	7
	7

	5
	7
	5
	7
	5
	6
	7
	7
	7
	6
	6
	5
	5
	7
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	2
	5
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	6
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[bookmark: _Toc241133391]Appendix 4- Training and Development Practice in Travelodge 
	Area
	Travelodge practice
	Relevance to your study

	Employee induction 
	Employees in Travelodge received relevant induction training 
	Supports the study findings that training is necessary for enabling employees to understand their roles and focusing on improving their skills. 

	Continuous development 
	Travelodge has the opportunity for continuous development for a sustainable career. 
	It also supports this research study that continuous development opportunity to the employees enhance their operational efficiency to offer better customer service. 

	Management development 
	For the concern of Travelodge, management practice and development contribute to getting the best performance of the employees.
	It also supports the findings that effective performance appraisal enhances organisational performance to meet the expectations of diverse customers. 






Training needs analysis 


Training/developmetn intervention 


Performance appraisal 


Identify development gaps 


Produce career developent plan 


Employee performance 
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