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[bookmark: _Toc211865688]Chapter One: Introduction 
[bookmark: _Toc211865689]Background of the Study
The services in the hospitality sector internationally operates in the larger and competitive environment. The SQ (service quality) plays an effective part to develop efficiency in the primary differentiator where the determinant of brand loyalty allows repetition in the businesses (Yang et al., 2022). The practices are performed to achieve and sustain exceptional SQ as the deliberate performances of frontline employees. The services are helpful in the department of human resource management which specifically offers training and development of the employees as the strategic core value to the organisational success (Wong et al., 2022). For example, the services in the leading hotel Marriott International, are associated with the provision of well-being and ensuring customer satisfaction. The HR management of Marriott continuously investing in the substantial resources while implicating effective training and development programs. Therefore, the study elaborates the critical domain, focusing on the systematically investigation of the measurable impact of using the structured training and development programs. It seems elevating effective outcomes of the service quality measures in the leading hotel chains internationally.   

[bookmark: _Toc211865690]Research Aim and Objectives
The aim of the research is:
[bookmark: _GoBack]To explore the impact of employee training and development programmes on the service quality  in Marriott Hotel.
Therefore, the objectives are provided as under:
· To establish the forms of training and development programmes that are offered to Marriott employees.
· To determine how workers perceive the effectiveness of training in enhancing their skills and performance.
· To examine the connection between training programmes and guest satisfaction.
· To suggest the adjustments to the training practices that would increase the quality of the services.
[bookmark: _Toc211865691]Research Questions
The research questions are defined as below:
· What are the different forms of training and development programmes offered to the employees of Marriott?
· What are the changes workers feel in skills and performances after training sessions?
· What is the connexion between training programmes and guest satisfaction?
· What are the recommendations to make adjustments to the training practises for increases in the quality of the services?
[bookmark: _Toc211865692]Problem Statement 
There is a definite connection between employee training and service quality which is accepted in determining the success of training effectiveness and identification of related training methodologies (Prentice and Nguyen, 2021). It allows description of the guest satisfaction which is one of the significant challenges for the consideration of high-turnover rates in the hospitality services. Marriott International offers stronger brand reputation and higher Net Promoter Score with effective training and development investment however, the services of HR also face some challenges and issues in fulfilling the customer expectations. The HR management feels lack in overcoming the risks based on the operational inconsistency using different markets (PJ et al., 2023). Therefore, the research examines the efficacy gap with identifying specific connection within the services of Marriott’s training and development features with architecture and improvements of the dimensions based on the service quality measures.   
[bookmark: _Toc211865693]Rationale of the Study 
Human resource development enables larger development of quality services within the hospitality services while highlighting the importance (Nguyen and Malik, 2022). The study offers relevant measures to the modern day initiatives which are competitive, whereby in the hospitality services. There is a highly intense competition. Michael and Fotiadis (2022) stated that the creation of definite connection between training practices and service performance in the leading hotel chain seems generating effective results as considering the services of Marriott and by optimising successful training strategy. It seems improving the organisational performance and level of customer satisfaction. 



[bookmark: _Toc211865694]Chapter Two: Literature Review 
The section develops understanding on the efficacy of employee training and development programs as a strategic tool over the performances. The learning are well-established using different secondary resources as describing the service-first environment in the hospitality sector. The use of theoretical frameworks allows investigation to the relationship between training and development programs with the service quality improvement at the Marriott International. 
1.1 [bookmark: _Toc211865695]The Formation of Training and Development Programmes
The aspects of employee training play critical part in the strategy while focusing on the upgrading system of the job-related knowledge (Khan and Del Villar, 2023). The aspects are based on differences in the attitudes, skills, and overall competencies to measure current and future activities in the industry. Training is one of the effective systems which is broadly categorised in different formal programs. Khalil et al. (2024) elaborated that there are larger number of systems such as dedicated courses and the structured leadership facilities which are informal and providing on-the-job training (OJT). In the competitive hotel industry, training is based on the learning of the technical and operational values like use of system and culinary which are followed with the soft skills like active listening and effective communication (Harif et al., 2022). In the modern hospitality industry there is an increasing value of using technology-based training system such as digital tools and virtual learning for the management of the logistical challenges of the workforce and implicating consistent standard internationally (Faraj et al., 2021).  
1.2 [bookmark: _Toc211865696]Employee Perception based on Training Effectiveness for Improving Skills and Performance
The training impacts on the performance using effective transactional such as knowledge and skill transfer and also motivational values such as job satisfaction and overall commitment processes. The effective training offers increases in the employee confidence which allows management of the staff to engage with the guests in the authentic manner while handling the challenging situations with all the emerging composure which leading towards the improvement in the performances (Azhar et al., 2024). There is a significant organisational benefit where the employees are feeling valued while implicating the investment in training and development sessions. It allows effective retention with increases in the morale. It seems reducing the effective and definite costs based on the provision of the higher rates in hospitality turnover. Arici et al. (2023) illustrated that the effectiveness to develop training must be measured at different levels where the changes are required in the job performance metrics like reduction of the error rates and improvements in the task completion time. It seems demonstrating about the effective skill transfer in the services.   
1.3 [bookmark: _Toc211865697]The Links between Training Programmes and Guest Satisfaction
There is a positive correlation between education-training activities and customer satisfaction within the hotel industry. Training and development sessions are applied to influence on the service quality and enhancement in the delivery of effective services like Empathy and Assurance (Al-Refaei et al., 2023). The development of soft skills is also essential like use of critical thinking, emotional management, and effective problem-solving for the enhancement in the employees' ability and creation of the meaningful relationships with the guests (Burhan Ismael et al., 2021). It allows navigation of the unexpected situations for considering the effectiveness in the guest satisfaction. There is a direct management of the customer satisfaction which impacts on the training and delivers the consistency to the high-quality management of customer experiences towards sustaining competitiveness (Ali et al., 2021).   
1.4 [bookmark: _Toc211865698]The Recommendations for Adjustments in the Training Practices towards Service Quality
There is a recommendations to make appropriate adjustment in the identification of the training Return on Investment (ROI) which seems as a definite lack in the organisations to manage logical and concrete effective model for assessing the financial impact of training with the satisfaction surveys (Al-Gasawneh et al., 2021). There must be adaptation of the effective frameworks for the efficiency in the training outcomes such as consideration of the business metrics and use of the Revenue per Available Room (RevPAR) for reducing overall spending of the service recovery features. The companies should also make rapid technological advancements such as use of Artificial Intelligence (AI), where the training will help in using AI literacy for ensuring the staff can successfully integrate the use of new technologies. It will be helpful for automate the routine tasks and manage services for the high-touch system to develop empathetic human interactions.   
1.5 [bookmark: _Toc211865699]Theoretical Frameworks
[bookmark: _Toc211865700]The SERVQUAL Model and the Gaps Framework
The SERVQUAL model has been developed by Parasuraman, Zeithaml, and Berry which is known as the effective tool for measuring and managing efficiency in the service quality. SQ is applied by maintaining the gap between a customer’s expectations towards service and description of the perception based on the service received. The gap is known as Gap 5 and sometimes Customer Gap which is a function of four effective organizational gaps. There is an effective training programs for the closure of the Delivery Gap. It seems occurring where the service standards are established where the employees are failed to manage the service efficiently (Al-Hyari et al., 2023). The model offers five dimensions such as RATHER (Reliability, Assurance, Tangibles, Empathy, and Responsiveness) for the provision of the detailed structure and mapping training outcomes which are directly applied on the observable description of the service performance and improvements in the guests experiences.   
[bookmark: _Toc211865701]Resource-Based View (RBV) of the Firm
The Resource-Based View (RBV) is applied as the strategic justification to provide efficiency in the human resource development. The model helps in achieving sustainable competitive advantage using external market aspects and definite possession for the use of unique internal resources. 
In the hospitality industry, the model is used for the management of the skilled, knowledgeable, and effectively motivated workforce who are responsible to offer direct implication of the strategic sessions in training and development resources (Yang et al., 2022). The implication of RBV perspective is applied on the investment towards cultivation of a definite, effective, and highly capable system which is fundamental strategy for the creation of the inimitable resources in the competitive landscape.
[bookmark: _Toc211865702]Social Learning Theory (SLT)
Social Learning Theory has been introduced by Albert Bandura to describe the behavioural changes in the mechanism where the employees are actually associated with the complex skills within the training program. SLT allows learning management of the behaviours, values, and attitudes to manage effectiveness according to the leaders and instructors (Wong et al., 2022). The theory is applied on the services of hospitality to develop effectiveness in the soft skills such as communication and conflict resolution system and effective management of tasks such as front-desk check-in. It allows definite demonstration and social interaction between workers and guests. Therefore, it is applied to incorporate the demonstrations, effective management of role-playing, and peer management system, where the training and development session in the hotels are work to make architecture leverages to SLT (Prentice and Nguyen, 2021). Thus, it is applied on hospitality industry to measure new skills and translation of the direct enhancement in the service performances. 
1.6 [bookmark: _Toc211865703]Literature Gaps
The gaps seems in widely using SERVQUAL model and fulfilling the needs for service quality gap models which is unique, where the technology-intensive nature seems limited in applying the model to the hospitality services. There are also some effective organisational practice where the hotel industry seems lacks in the provision of definitive and concrete model towards accurate management of the financial Return on Investment (ROI) based on the training programs (PJ et al., 2023). It seems essential to offer deliberate training expenditure for the justification of the future investment strategically in the competitive hospitality industry.    
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