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[bookmark: _Toc200573120]Abstract / Executive Summary 
This research investigates how front office staff training affects guest satisfaction in budget hotels, using Premier Inn Canwick as the focal case study. The hospitality industry is increasingly dependent on service quality to maintain competitiveness, especially in the budget sector where brand loyalty hinges on consistent, friendly, and efficient service rather than luxury amenities. 
The observer adopted a qualitative case study methodology, integrating semi-structured interviews with hotel staff, document analysis of training materials, and observational insights collected over a 10-week placement. The aim was to assess the current training structure, identify gaps, and explore how well-prepared staff are to deliver service excellence under typical operational conditions.
The literature review highlights a strong link between training and customer satisfaction, particularly in service-based industries. Existing frameworks such as SERVQUAL and the expectancy-disconfirmation theory support the view that customer perceptions are highly influenced by employee behaviour and problem-solving capabilities. 
Findings from Premier Inn Canwick suggest that while the brand offers a foundational onboarding process, inconsistencies in follow-up training, lack of real-time feedback, and minimal focus on soft skills create service disparities. 
The observer also conducted a SWOT and PEST analysis, revealing internal strengths in brand structure and customer loyalty, but weaknesses in ongoing staff development. Externally, increasing guest expectations and technological change demand a more proactive and adaptable workforce. A competitor analysis showed that brands such as Travelodge and Holiday Inn Express also struggle with staff turnover and training standardisation.
The discussion critically connects these findings with academic sources, concluding that continuous, personalised training—especially in soft skills and conflict resolution—directly enhances guest satisfaction. The study recommends that Premier Inn and similar chains integrate modular training systems, adopt mentoring schemes, and encourage regular feedback loops between supervisors and staff.
In conclusion, this research reinforces the essential role that front office staff training plays in maintaining and improving guest satisfaction. It calls for budget hotels to invest strategically in training, not only to enhance guest experience but also to improve staff morale, retention, and overall operational efficiency.

Table of Contents
Abstract / Executive Summary	2
Chapter 1: Introduction	5
Chapter 2: Literature Review	7
2.1 Training and Service Quality in Hospitality	7
2.2 Importance of Soft Skills and Emotional Intelligence	9
2.3 Budget Hotels and Training Limitations	9
2.4 Guest Satisfaction Models and Training Linkages	11
2.5 Training and Staff Retention	11
2.6 Technology in Front Office Training	12
2.7 Gaps in the Literature	13
2.8 Conclusion	14
Chapter 3: Methods	15
3.1 Case Study Approach	15
3.2 Data Collection Techniques	15
a) Semi-Structured Interviews	15
b) Participant Observation	15
c) Document Analysis	16
3.3 Ethical Considerations	16
3.4 Limitations	16
Chapter 4: Findings and Discussion	16
4.1 Overview of Premier Inn Canwick	17
4.2 SWOT Analysis	18
4.3 PEST Analysis	19
4.4 Competitor Analysis	20
4.5 Reflective Account	21
4.6 Discussion	22
Chapter 5: Conclusion and Recommendations	23
5.1 Conclusion	23
5.2 Recommendations	24
1. Implement a Modular Blended Learning System	24
3. Introduce Soft Skills and Conflict Resolution Workshops	26
4. Develop a Shift Handover and Communication Protocol	26
5. Establish a Performance Feedback Loop	27
6. Integrate Front Office Metrics with Training Evaluation	27
7. Promote a Training Culture through Leadership	28
Reference List	29

[bookmark: _Toc200573121]Chapter 1: Introduction 
Ali et al (2021) emphasise that the hospitality industry is a service-oriented sector where staff performance is a critical factor in shaping guest satisfaction. As pointed by Peng et al (2015) and documented by Brotherton (2004), in budget hotels, where operational efficiency must be achieved without compromising service quality, the front office becomes the key point of contact between guests and the brand. As noted by Rutherford & O’Fallon (2007), the front desk is typically the first and last interaction point, thus playing a crucial role in forming perceptions about the hotel experience. This research investigates the role of front office staff training in enhancing guest satisfaction in the context of UK budget hotels, with a specific focus on Premier Inn Canwick.
According to Premier Inn (2025), Premier Inn is the UK’s largest hotel chain, and known for delivering consistent, reliable service at competitive prices. Google (2025) showcases the Premier Inn Canwick site in Lincoln as a typical example of the brand's operations, serving both business and leisure travellers. The hotel offers basic but well-maintained rooms, breakfast service outsourced to Beefeater, which is part of the same group as Premier Inn, according to Whitbread (2025), and a front desk responsible for check-in/check-out, guest queries, and coordinating with housekeeping and maintenance teams. The front office staff are essential to the brand promise of delivering a "good night’s sleep guaranteed" and are expected to manage a variety of guest-facing responsibilities with limited resources and tight turnaround times.
This project applies a case study methodology to explore how front office training influences the guest experience at Premier Inn Canwick. The observer participated in a 10-week placement at the hotel and collected data through observations, interviews, and document review. This practical exposure helped uncover recurring challenges such as inconsistent training, variable service quality, and difficulties in cross-departmental communication.
The purpose of this research is to comprehensively assess the efficacy of existing training methodologies employed for front office staff in budget hotels and to explore strategies for their enhancement to optimise service delivery and elevate guest experiences. The study seeks to address the critical interplay between staff training and guest satisfaction, recognising the pivotal role that front office personnel play in shaping the overall guest experience in budget accommodations. The primary research question guiding this investigation is: "How does the training of front office staff influence guest satisfaction levels in budget hotels, and what specific improvements can be made to training programs to maximise positive outcomes?"
To achieve a thorough understanding of this topic, the study is structured around the following detailed objectives:
1. To investigate the types, frequency, and quality of training programs provided to front office staff in budget hotels. This objective involves analysing the content, delivery methods, duration, and regularity of training initiatives to determine their alignment with industry standards and operational needs. It will explore whether training is formalised, ad hoc, or a combination of both, and assess the extent to which it addresses key skills such as customer service, conflict resolution, and technological proficiency.
2. To evaluate the perceived relationship between staff training and guest satisfaction from both employee and guest perspectives. This objective will involve gathering insights through surveys, interviews, or focus groups to understand how front office staff perceive the impact of their training on their ability to deliver high-quality service. Additionally, guest feedback will be analysed to identify correlations between staff performance (as influenced by training) and overall satisfaction metrics, such as ratings, reviews, and repeat patronage.
3. To identify specific training gaps and barriers that impede operational efficiency and service quality in budget hotels. This objective will focus on pinpointing deficiencies in current training programs, such as outdated content, insufficient frequency, lack of practical application, or failure to address critical areas like cultural sensitivity or handling guest complaints. It will also examine external factors, such as budget constraints or high staff turnover, that may limit the effectiveness of training efforts.
4. To develop actionable and evidence-based recommendations for enhancing staff development programs in budget hotels. Based on the findings from the previous objectives, this study will propose practical, cost-effective strategies to improve training initiatives. These recommendations will aim to bridge identified gaps, enhance employee performance, and ultimately elevate guest satisfaction. Suggestions may include tailored training modules, ongoing professional development opportunities, leveraging technology for training delivery, or fostering a culture of continuous learning within budget hotel operations.
By addressing these objectives, the research aims to contribute valuable insights to the hospitality industry, particularly in the budget hotel sector, where resource constraints often pose challenges to implementing robust training programs. The findings are expected to inform hotel managers, training coordinators, and policymakers about best practices for staff development, ultimately fostering improved service quality and guest satisfaction in budget accommodations.
As emphasised by Eade (2023) and Kirk (2024), this research is especially relevant in the post-pandemic recovery period, as hotels face staffing shortages, increased guest expectations, and the pressure to optimise costs. Understanding the training needs of front office staff offers a route to improving both employee performance and guest satisfaction—two metrics that significantly affect business sustainability in the budget segment.
The following chapters will present a review of relevant literature, explain the methodology used, and analyse findings from the case study, including a SWOT and PEST analysis. The final section provides practical strategies and recommendations for Premier Inn and similar budget hotels seeking to improve service outcomes through better front office staff training.
[bookmark: _Toc200573122]Chapter 2: Literature Review 
This chapter provides an in-depth and critical examination of the academic literature surrounding front office training and its influence on guest satisfaction, with a specific focus on the unique operational and resource-constrained environment of budget hotels. By synthesising a wide range of scholarly sources, this review aims to elucidate the multifaceted relationship between staff training and guest experiences, while also identifying critical gaps in existing research that warrant further exploration. The discussion is organised around several key themes, including service quality theory, soft skills development, emotional intelligence, training program structures, guest satisfaction models, and the technological evolution of training delivery methods. These themes collectively form the theoretical foundation for the current study, offering a robust framework to guide the investigation and address the research objectives.
[bookmark: _Toc200573123]2.1 Training and Service Quality in Hospitality
The literature underscores the pivotal role of service quality in driving guest satisfaction within the hospitality industry, with a particular emphasis on budget hotels where guests prioritise reliability, efficiency, and friendliness over luxurious amenities. Schwarz (2025) highlights service quality as a cornerstone of guest satisfaction, a perspective reinforced by Peng et al. (2015), who note that in budget hotels, guests value dependable and courteous service over opulent facilities. The SERVQUAL model, developed by Parasuraman et al. (1985), provides a robust framework for assessing service quality through five key dimensions: tangibles (physical facilities and appearance), reliability (delivering promised services), responsiveness (prompt service delivery), assurance (instilling confidence through competence and courtesy), and empathy (offering personalised care). According to Dewi et al. (2022), front office staff directly influence four of these dimensions—reliability, responsiveness, assurance, and empathy—through their interactions with guests. Zeithaml (1987) further argues that these dimensions are particularly critical during the initial and final interactions at the front desk, as these moments shape guests’ overall perceptions of the hotel experience.
Kandampully and Suhartanto (2000) emphasise that in budget hotels, human interactions often carry greater weight than physical attributes in determining guest satisfaction. This is particularly relevant in settings where basic accommodations may lack the allure of upscale properties, making staff performance a key differentiator. Sandy (2025) points out that a warm and efficient check-in experience can significantly mitigate guest dissatisfaction with modest room amenities, creating a positive first impression that enhances the overall stay. Conversely, poorly trained staff may struggle to meet guest expectations, resulting in negative online reviews, diminished guest loyalty, and potential revenue loss. João et al. (2019) advocate for comprehensive training programs that enhance staff competence in handling guest queries, resolving complaints effectively, and delivering personalised service, as these skills are essential for maintaining high service quality standards in budget hotels.
Moreover, the literature suggests that the impact of front office staff extends beyond immediate guest interactions to influence long-term organisational outcomes. Well-trained staff contribute to positive word-of-mouth, higher guest retention rates, and improved online ratings, which are critical in the competitive budget hotel sector. However, gaps in training, such as insufficient focus on soft skills or inconsistent delivery, can undermine these benefits. For instance, training that neglects cultural sensitivity or conflict resolution may leave staff ill-equipped to handle diverse guest needs, particularly in budget hotels that cater to a broad demographic. To address these challenges, Peng et al. (2015) recommend ongoing training initiatives that are tailored to the specific operational constraints of budget hotels, ensuring that staff are equipped to deliver consistent, high-quality service despite limited resources.



This body of research highlights the need for a strategic approach to training that aligns with the unique demands of budget hotels. By fostering skills that enhance reliability, responsiveness, assurance, and empathy, hotels can elevate guest satisfaction and differentiate themselves in a crowded market. The insights from these studies provide a theoretical foundation for understanding how front office training influences service quality and guest experiences, setting the stage for further investigation into effective training methodologies.
[bookmark: _Toc200573124]2.2 Importance of Soft Skills and Emotional Intelligence
Chalupa & Chadt (2021) note that soft skills, including communication, empathy, and conflict resolution, are vital for front office staff who serve as the primary point of guest interaction. Goleman’s (1998) theory of emotional intelligence highlights the importance of self-awareness, self-regulation, and interpersonal skills in service roles. Chao et al (2019) found that high emotional intelligence enables staff to manage stress, empathise with guests, and resolve conflicts effectively, which directly enhances satisfaction.
Baum (2006) and Nickson (2007) argue that hospitality training has traditionally prioritised technical skills, such as check-in procedures, over soft skills development. This imbalance is particularly problematic in budget hotels, where, as Depierraz (2024) points time and cost constraints limit training opportunities. Cantrell et al. (2002) and Davis (2023) advocate for integrated training programs that balance technical and interpersonal skills, enabling staff to handle diverse guest needs while adhering to brand standards. For example, as discussed by Schlosser (2023) training in active listening and de-escalation techniques can improve outcomes in high-pressure situations and in hospitality there can be quite a few situations. Lacalle (2021) points that the five most common hotel guest complaints are poor Wi-Fi access, excessive noise, uncomfortable room or water temperature, inadequate cleanliness, and subpar general service, all of which can be mitigated through proactive measures like robust Wi-Fi infrastructure, soundproofing, clear temperature control instructions, optimised housekeeping, and enhanced staff training or virtual concierge services. 
[bookmark: _Toc200573125]2.3 Budget Hotels and Training Limitations
The literature highlights the unique challenges faced by budget hotels in delivering effective training programs due to their operational and financial constraints. Blanco (2011) points out that budget hotels operate under significant limitations, including lean staffing models, high employee turnover rates, and restricted budgets allocated for training initiatives. These constraints often lead to a prioritisation of short-term operational needs over comprehensive staff development. Safavi and Karatepe (2017) argue that this environment results in an overemphasis on basic onboarding processes rather than sustained, continuous professional development, which contributes to inconsistent service delivery across budget hotel operations. For example, Kichuk (2017) notes that new hires in budget hotels frequently rely on informal methods such as shadowing or peer guidance, which lack standardisation and formal evaluation mechanisms, potentially compromising the quality and consistency of guest interactions.
Wood (2013) further elaborates that budget hotels often prioritise cost efficiency over long-term staff development, a strategy that can undermine service quality and guest satisfaction. This focus on minimising expenses may lead to reduced investment in training programs, resulting in staff who are inadequately prepared to handle diverse guest needs or complex service scenarios. In contrast, Gannon et al. (2015) suggest that targeted, resource-efficient training interventions—such as job aids, on-the-job coaching, and concise, modular training programs—can be highly effective in resource-constrained environments. These methods allow budget hotels to enhance staff skills without incurring significant costs, offering practical solutions to improve service delivery. However, the literature indicates that the inconsistent application of these training methods across budget hotel chains remains a significant challenge. Willie (2021) emphasises that high staff turnover, a pervasive issue in the budget hotel sector, disrupts the continuity of training efforts, as newly trained employees frequently leave before their skills can be fully integrated into daily operations.
Moreover, the reliance on informal or abbreviated training approaches in budget hotels often fails to address critical areas such as soft skills development, cultural competence, or advanced problem-solving, which are essential for delivering exceptional guest experiences. Gannon et al. (2015) suggests that this gap contributes to variability in service quality, as staff may lack the tools to handle diverse guest expectations or resolve complaints effectively. To mitigate these challenges, scholars advocate for a more strategic approach to training that balances cost-efficiency with long-term skill development. For instance, incorporating scalable digital training platforms or leveraging peer-to-peer learning with structured oversight could enhance training outcomes while remaining feasible within budget constraints. Additionally, fostering a culture of continuous learning, as suggested by Gannon et al. (2015), could help budget hotels retain staff longer and reduce the disruptions caused by turnover.
These insights underscore the need for budget hotels to adopt innovative and sustainable training strategies that align with their operational realities. 
[bookmark: _Toc200573126]2.4 Guest Satisfaction Models and Training Linkages
The Expectancy-Disconfirmation Theory described by Oliver (1980) provides a framework for understanding guest satisfaction. It suggests that satisfaction results from the alignment between guests’ expectations and their actual experiences. Karagiannis (2024) arguments that well-trained staff are better equipped to meet or exceed expectations, particularly during critical moments such as check-in or complaint resolution. For example, as showed by Kandampully & Suhartanto (2000), a front desk employee trained in service recovery can turn a negative experience into a positive one, enhancing loyalty.
Training also empowers staff to act autonomously, which Tsaur and Lin (2004) identify as a key driver of guest satisfaction. As described by Arhin et al (2024) and Konar et al (2018) empowered employees can make on-the-spot decisions, such as offering a complimentary service to address a guest’s concern, thereby reinforcing brand reliability. However as pointed by Sandjong (20211) empowerment requires training in decision-making and problem-solving, which is often underdeveloped in budget hotels due to resource limitations.
[bookmark: _Toc200573127]2.5 Training and Staff Retention
The literature underscores the multifaceted benefits of training in budget hotels, extending beyond guest satisfaction to significantly influence employee retention, a critical challenge in this sector. Jaworski et al. (2018) highlight that well-designed training programs are not only linked to enhanced guest satisfaction but also play a pivotal role in reducing employee turnover, a pervasive issue in budget hotels, as noted by Dogru (2023), where high turnover rates disrupt operational continuity and increase recruitment costs. Scott (2016) and Vujović and Slavković (2023) further support this, finding that comprehensive training initiatives enhance job satisfaction and reduce employees’ intentions to leave. These programs equip front office staff with the skills and confidence needed to perform their roles effectively, fostering a sense of competence and organisational loyalty. Arulsamy et al. (2023) reinforce this perspective, noting that well-trained staff exhibit greater confidence in their responsibilities, which in turn boosts morale, strengthens commitment to the organisation, and contributes to a more stable workforce. In the context of budget hotel chains like Premier Inn, where brand reputation hinges on delivering consistent, high-quality service across locations, investing in robust training programs can yield significant returns by reducing recruitment and onboarding costs, enhancing operational stability, and maintaining a positive guest experience.
Furthermore, Baum (2006) emphasises that training fosters a sense of professional growth, which is particularly crucial in the hospitality industry, where front office staff often face limited career progression opportunities. By offering ongoing development programs, budget hotels can address this challenge, enabling employees to acquire new skills, such as advanced customer service techniques, conflict resolution, or technological proficiency, which enhance their job performance and personal fulfilment. This focus on continuous learning not only helps retain talent but also ensures service consistency, a key driver of guest satisfaction in budget accommodations where guests expect reliable and friendly interactions despite modest amenities. Additionally, the literature suggests that training programs tailored to the specific needs of budget hotels—such as short, modular sessions or digital learning platforms—can be both cost-effective and impactful, allowing hotels to balance financial constraints with the need for skilled staff. For instance, targeted training that emphasises soft skills, emotional intelligence, and cultural sensitivity can empower employees to handle diverse guest needs, further strengthening the hotel’s reputation and guest loyalty.
The broader implications of these findings point to a strategic opportunity for budget hotels to differentiate themselves in a competitive market. By prioritising training as a tool for both employee retention and service quality, hotels can create a virtuous cycle where skilled, motivated staff deliver exceptional guest experiences, leading to positive reviews, repeat business, and improved financial performance. However, the literature also indicates challenges, such as the need to design training programs that are sustainable within budget constraints and adaptable to high-turnover environments. Addressing these challenges requires innovative approaches, such as leveraging technology for scalable training delivery or fostering a culture of mentorship to support ongoing skill development. Ultimately, the evidence suggests that investing in training is not merely a cost but a strategic investment that enhances employee satisfaction, reduces turnover, and elevates guest satisfaction, thereby contributing to the long-term success of budget hotels.
[bookmark: _Toc200573128]2.6 Technology in Front Office Training
The literature highlights the transformative impact of technology adoption in the hospitality industry, particularly in front office operations within budget hotels. According to the World Economic Forum (2024) and Oracle (2025), technologies such as Property Management Systems (PMS), mobile check-in platforms, Customer Relationship Management (CRM) tools, and, more recently, the integration of artificial intelligence (AI) have revolutionised how front office staff manage guest interactions and operational tasks. Jiwnani (2024) emphasises that the effective utilisation of these systems necessitates specialised training to ensure staff can fully leverage technology to enhance guest experiences. For example, proficiency in CRM systems enables staff to access and analyse guest data, allowing for personalised interactions that align with the empathy dimension of the SERVQUAL model, thereby fostering stronger guest connections and improving satisfaction.
Capatina et al. (2024), Li et al. (2012), Mathai and Arumugam (2016), and Kamble and Dandge (2025) underscore the growing adoption of e-learning platforms, microlearning modules, and gamified training as cost-effective and flexible solutions for budget hotels. These digital tools allow staff to learn at their own pace, revisit content as needed, and fit training into the demanding schedules of busy hotel operations. This flexibility is particularly valuable in budget hotels, where time and resources for training are often limited. However, Hayes (2023) and McIntosh (2020) caution that generational differences can affect the adoption of these technologies. Older staff may require additional support and guidance to adapt to digital tools, while younger employees, who are typically more tech-savvy, tend to embrace them readily. To address these diverse learning needs, Singh et al. (2021) advocate for blended training approaches that combine digital and in-person methods. Such strategies ensure inclusivity by accommodating varying levels of technological proficiency and learning preferences among staff.
Furthermore, the integration of technology-driven training solutions offers additional benefits, such as scalability and the ability to track progress, which are critical for maintaining consistent training outcomes in budget hotels. For instance, gamified training can increase engagement by incorporating interactive elements, while microlearning delivers bite-sised content that is easier to absorb in high-pressure work environments. However, the literature also suggests that the success of these tools depends on their alignment with the specific operational needs of budget hotels and the provision of adequate support systems, such as technical assistance and user-friendly interfaces. By investing in tailored technological training solutions, budget hotels can enhance staff competence, streamline operations, and ultimately elevate guest satisfaction, aligning with broader industry trends toward digital transformation.
[bookmark: _Toc200573129]2.7 Gaps in the Literature
Despite the extensive literature on hospitality training, several gaps remain, particularly in the budget hotel sector. Much of the existing research focuses on luxury or full-service hotels, where resources for training are more abundant. There is limited empirical evidence on how budget hotels can implement effective training within financial constraints. Additionally, as pointed by Waqanimaravu & Arasanmi (2020), while the link between training and guest satisfaction is well-established, few studies explore specific training formats—such as mentoring, role-playing, or e-learning—and their direct impact on measurable outcomes like guest satisfaction scores or online review ratings.
Furthermore, there is a lack of research on how training can address cross-departmental communication challenges, which are common in budget hotels with lean staffing models. This study aims to address these gaps by examining the training practices at Premier Inn Canwick and their effect on guest satisfaction, using qualitative data from interviews, observations, and document analysis.
[bookmark: _Toc200573130]2.8 Conclusion
In summary, the academic literature robustly supports the premise that front office training significantly enhances service quality and guest satisfaction in the hospitality industry, particularly within the budget hotel sector. Key themes emerging from the literature include the critical role of soft skills development, such as effective communication, empathy, and problem-solving, in fostering positive guest interactions. Additionally, the strategic integration of digital tools, such as e-learning platforms and virtual training modules, is highlighted as a cost-effective means to deliver consistent and scalable training. The alignment of training programs with guest expectations—emphasising reliability, responsiveness, and personalised care—is also identified as a cornerstone for improving service outcomes. However, the literature consistently underscores significant limitations in budget hotels, including financial constraints, high employee turnover, and lean staffing models, which collectively hinder long-term staff development and the sustained implementation of comprehensive training initiatives. These challenges often result in inconsistent service delivery, underscoring the need for innovative, resource-efficient training solutions tailored to the budget hotel context.
This study seeks to apply these insights to a real-world budget hotel scenario by focusing on Premier Inn Canwick, a representative case within the budget hospitality sector. By examining how training practices influence service quality and guest satisfaction at this specific location, the research aims to bridge the gap between theoretical findings and practical application. The next chapter details the methodology employed to collect and analyse data within the case study framework, outlining the research design, data collection methods, and analytical approaches used to explore the effectiveness of front office training at Premier Inn Canwick and its impact on guest experiences.
[bookmark: _Toc200573131]Chapter 3: Methods 
This chapter outlines the methodological approach used in the study. A qualitative case study strategy was employed to explore the relationship between front office staff training and guest satisfaction in a real-world context. This approach enabled the observer to generate in-depth, context-rich insights that would not be achievable through quantitative surveys alone.
[bookmark: _Toc200573132]3.1 Case Study Approach
The case study method is particularly suitable for investigating complex, contemporary issues in real-life settings. It allows for the integration of multiple data sources—interviews, observations, and documents—offering a comprehensive understanding of phenomena such as staff training and guest satisfaction in budget hotels. Premier Inn Canwick was selected as the case study site due to the observer’s 10-week placement and the brand's prominence in the UK budget hotel sector.
[bookmark: _Toc200573133]3.2 Data Collection Techniques
Three qualitative methods were employed:
[bookmark: _Toc200573134]a) Semi-Structured Interviews
A total of 4 interviews were conducted with front office personnel, including:
· 2 front desk agents
· 1 manager
· 1 recently inducted trainee
Interviews lasted 20–40 minutes and followed a flexible guide focusing on staff training experiences, perceived preparedness, and its impact on guest interactions. Open-ended questions encouraged reflection and elaboration. Interviews were documented through written notes and manually coded for thematic analysis.
[bookmark: _Toc200573135]b) Participant Observation
The observer engaged in daily front desk operations, recording observations on staff interactions, guest feedback, and use of training procedures. This complex involvement provided real-time insight into how training translated into service delivery. To minimise observer bias, findings from field notes were triangulated with interview responses and internal documents. Observations focused particularly on moments of stress (e.g., peak check-in times) to capture staff performance under pressure.
[bookmark: _Toc200573136]c) Document Analysis
Training manuals, standard operating procedures (SOPs), onboarding checklists, and performance evaluation templates were analysed. For example, the observer reviewed a “Staff Induction Checklist” used during the onboarding week and a “Service Recovery Flowchart” outlining steps to resolve guest complaints. These materials were assessed to understand the scope and structure of training and whether they aligned with the practices observed in the field.
[bookmark: _Toc200573137]3.3 Ethical Considerations
Ethical approval was obtained in accordance with university guidelines. All participants were informed of the purpose of the research and provided signed consent forms. Anonymity and confidentiality were maintained, and data were stored securely. Participants were informed of their right to withdraw at any time without consequence. The observer ensured that all observational work was non-intrusive and focused exclusively on staff behaviour, not on identifiable guests.
[bookmark: _Toc200573138]3.4 Limitations
As with all case studies, findings are context-specific and may not be generalisable across all budget hotel operations. The observer’s role as both participant and researcher may introduce subjectivity, although efforts were made to mitigate this through triangulation. Time constraints limited the ability to observe multiple training cycles or follow up on long-term impacts.
Despite these limitations, the chosen methodology allowed for rich, grounded insight into how front office training influences guest satisfaction. The next chapter will present the findings from this study, including analysis of internal processes and external factors influencing training outcomes.
[bookmark: _Toc200573139]Chapter 4: Findings and Discussion

This chapter presents a detailed examination of the research findings and critically discusses their implications within the framework of current literature and hospitality management theory. The data, collected through interviews, participant observation, and document analysis at Premier Inn Canwick, provide a comprehensive view of the hotel’s operational dynamics, staff training practices, and their impact on guest satisfaction. Strategic tools such as SWOT, PEST, and competitor analysis are employed to contextualise the findings. Additionally, a reflective account of the observer’s experience during a 10-week placement offers insights into the practical application of training and its influence on service quality in the budget hospitality sector. The discussion integrates these findings with academic frameworks to highlight gaps, opportunities, and recommendations for enhancing training practices to improve guest satisfaction and operational efficiency.
[bookmark: _Toc200573140]4.1 Overview of Premier Inn Canwick

Premier Inn Canwick, a 98-room hotel, as per Hotels.com (2025), located in Lincoln, UK, operates as part of the nation’s largest budget hotel chain (Reid, 2024), renowned, as per Gilliland (2017), for delivering consistent service at affordable rates. The hotel caters to a diverse clientele, including business travellers seeking convenience and leisure travellers exploring Lincoln’s historic attractions. The front office team, comprising one manager and five reception agents working on a rotating schedule, is responsible for core functions such as guest check-ins and check-outs, complaint resolution, booking management, and coordination with housekeeping and maintenance departments. The hotel’s partnership with Beefeater for breakfast service, which is not included in the room rate, fosters frequent interactions between front office staff and the restaurant team, as most guests opt for this add-on service.
During the observer’s 10-week placement, the hotel’s operational strengths were evident, including its streamlined processes and strong brand identity. However, challenges emerged, particularly in the consistency of staff training and the clarity of operational procedures across departments. These findings set the stage for a deeper analysis of the hotel’s training practices and their alignment with guest expectations in the budget hospitality sector.








[bookmark: _Toc200573141]4.2 SWOT Analysis

As per Kenton (2024), by conducting a SWOT analysis, the hotel’s strengths, weaknesses, opportunities, and threats can be more comprehensively understood. The SWOT analysis provides a structured framework to evaluate Premier Inn Canwick’s internal and external factors influencing its front office operations and training efficacy.
Strengths
· Strong Brand Reputation and Loyal Customer Base: Premier Inn’s position as the UK’s leading budget hotel chain (Premier Inn, 2025) fosters trust and repeat business, with guests valuing its reliability and affordability.
· Clear Standard Operating Procedures (SOPs): According to Comparably (2025), the hotel’s onboarding framework is well-defined, providing new staff with a structured introduction to operational tasks such as property management system (PMS) usage and check-in protocols.
· Friendly Team Culture: As per Whitbread (2025), staff exhibit high levels of commitment and camaraderie, fostering a positive work environment that supports guest-facing interactions.
Weaknesses
· Inconsistent Follow-Up Training: According to reviews left by current or former employees on Indeed (2025), while initial onboarding is robust, ongoing training lacks structure, leading to gaps in skill retention and application.
· Limited Soft Skills Development: As per the observer, training focuses heavily on technical skills, with minimal emphasis on empathy, communication, and conflict resolution—key components of guest satisfaction.
· Staff Confusion Over Multi-Department Responsibilities: As per the observer, the overlap between front office, housekeeping, and Beefeater restaurant duties creates ambiguity, particularly for new hires.



Opportunities
· Integration of Digital Microlearning Modules: As per the observer and Whitbread (2025), short, accessible online training sessions could enhance skill development and allow staff to learn at their own pace.
· Cross-Training Initiatives:  As per the observer, structured collaboration with housekeeping and food service teams could improve operational efficiency and teamwork.
· Mentorship Schemes: According to the observer, pairing new hires with experienced staff could accelerate onboarding and build confidence in handling complex guest interactions.

Threats
· High Turnover Rates: According to Bannister (2025), the hospitality industry’s high staff turnover, particularly in front-line roles, disrupts training continuity and team cohesion.
· Rising Guest Expectations: As per Oracle (2025) and Lüthy (2024), guests increasingly demand faster service, personalised experiences, and effective service recovery, placing pressure on staff capabilities.
· Competitive Innovations: As per Travelodge (2025) and Gollasch (2024), rival budget hotels offering contactless check-in and automated services challenge Premier Inn Canwick to modernise its operations.
[bookmark: _Toc200573142]4.3 PEST Analysis

According to Kenton (2025), the PEST analysis examines external macro-environmental factors shaping the hotel’s training and operational strategies.
Political
As per Davies (2021) UK Employment regulations, including GDPR and health and safety laws, significantly influence training compliance and data-handling procedures. Post-Brexit labour shortages have compounded recruitment challenges, limiting the pool of available staff and necessitating efficient training systems to onboard new hires quickly.
Economic
According to Waite (2024) and Das (2023) budget hotels are sensitive to fluctuations in consumer spending, particularly during economic downturns. Cost-effective training methods, such as e-learning platforms, are critical to maintaining service quality without incurring excessive costs. Inflation and rising operational expenses further underscore the need for scalable training solutions.
Social
As per Lighthouse (2024) changing guest demographics and expectations demand greater personalisation and empathy in service delivery. Guests increasingly value proactive communication, quick resolution of issues, and staff who demonstrate emotional intelligence—skills that require targeted training beyond technical competencies.
Technological
As found by Schick (2017), Nira (2025) and Makivic et al. (2024) the growing digitalisation of hospitality operations, including self-check-in kiosks and upgraded PMS, necessitates continuous technical training. Staff must adapt to new systems while maintaining a human touch in guest interactions, highlighting the need for balanced training programs that address both technical and interpersonal skills.
[bookmark: _Toc200573143]4.4 Competitor Analysis

A comparative analysis of competitors such as Travelodge and Holiday Inn Express reveals differences in training approaches that impact service delivery. Desk research and informal discussions with industry contacts provided insights into their strategies:
· Travelodge: According to Glassdoor (2025) and Travelodge (2025) the hotel chain employs a largely self-guided onboarding system, relying on online modules with minimal interpersonal mentoring. While cost-effective, this approach may limit staff preparedness for complex guest interactions.
· Holiday Inn Express: As per Heaney (2024) and IHG (2022) Holiday Inn utilises digital e-learning tools and app-based scenario training, enabling staff to practice real-world situations in a controlled environment. This accelerates role readiness and enhances service consistency.
As per the observer, Premier Inn Canwick’s training, which combines in-person onboarding with SOP-based instruction, is effective for establishing baseline competencies. However, it lacks the digital integration and continuous feedback mechanisms seen in competitors, potentially hindering staff adaptability and guest satisfaction.
[bookmark: _Toc200573144]4.5 Reflective Account

During the 10-week placement, the observer immersed themselves in the front office environment, participating in daily operations and conducting semi-structured interviews with staff. The onboarding process was thorough in covering technical skills, such as navigating the PMS and managing bookings, but soft skills training was notably informal and inconsistent. For example, while receptionists handled routine check-ins with confidence, they often appeared uncertain when addressing guest complaints or service delays, such as missing bookings or room discrepancies.
Interviews with staff revealed a desire for more structured soft skills training, particularly in handling high-pressure situations. One receptionist noted, “We’re trained on the system, but when a guest is upset or there’s a problem, it’s hard to know the right words or how to fix it fast.” Another staff member highlighted the lack of real-time feedback, stating, “We get feedback during appraisals, but I’d like someone to guide me right after a tough guest interaction.”
Observations of guest interactions further corroborated these findings. Guests frequently praised the staff’s friendliness but expressed frustration when issues were not resolved promptly or empathetically. By applying academic frameworks such as SERVQUAL (Parasuraman et al., 1985), which emphasises responsiveness, empathy, and assurance, and Goleman’s (1998) emotional intelligence theory, the observer identified a clear gap between technical proficiency and service quality delivery. Staff demonstrated competence in tangible tasks but struggled with the intangible, emotional aspects of guest service, which are critical in budget hospitality where price competition limits differentiation.



[bookmark: _Toc200573145]4.6 Discussion

The findings underscore the pivotal role of front office staff training in shaping guest satisfaction and operational success. Consistent with Joao et al (2019) research on service quality and Parasuraman et al. (1985) SERVQUAL model, guest perceptions are heavily influenced by staff responsiveness, empathy, and assurance—attributes that require deliberate cultivation through training. In budget hotels, where financial constraints often limit training budgets, the emphasis on technical skills (e.g., PMS operation) at the expense of soft skills creates a disconnect between staff capabilities and guest expectations.
The lack of structured soft skills training at Premier Inn Canwick aligns with Baum’s (2006) observation that budget hospitality often prioritises operational efficiency over emotional intelligence development. Goleman’s (1998) framework highlights emotional intelligence as a cornerstone of effective service delivery, enabling staff to navigate complex guest interactions with confidence and empathy. The absence of role-play-based training or real-time feedback mechanisms limits staff ability to develop these skills, resulting in inconsistent service recovery and reduced guest satisfaction.
Comparative insights from competitors suggest that digital learning platforms, such as those used by Holiday Inn Express, offer scalable solutions for addressing training gaps. Short, scenario-based microlearning modules could simulate common guest issues, such as overbookings or service delays, allowing staff to practice responses in a low-stakes environment. Additionally, a mentorship scheme, where new hires are paired with experienced staff for their first month, could provide ongoing guidance and reinforce training outcomes.
The findings also align with Rony’s (2019) research on training as a driver of employee satisfaction and retention. Staff at Premier Inn Canwick expressed frustration over unclear expectations and limited development opportunities, which may contribute to the high turnover rates identified in the SWOT analysis. Addressing these concerns through structured, ongoing training could enhance staff confidence and reduce turnover, ultimately benefiting guest experiences.
Furthermore, Kandampully et al.’s (2000) work on guest loyalty emphasises the link between consistent service quality and repeat business. As guest expectations evolve, driven by technological advancements and competitive innovations, Premier Inn Canwick must adapt its training to incorporate digital tools and personalised service strategies. For instance, integrating contactless check-in training while maintaining a focus on empathetic guest interactions could position the hotel to meet modern demands without sacrificing its brand identity.
The observer’s recommendations include:
1. Digital Microlearning Modules: Develop short, accessible training videos focused on soft skills, such as conflict resolution and empathy, to supplement existing technical training.
2. Mentorship Program: Pair new hires with experienced staff to provide real-time guidance and feedback during the first month of employment.
3. Cross-Department Training: Implement structured cross-training with housekeeping and Beefeater staff to clarify roles and improve collaboration.
4. Regular Feedback Loops: Introduce post-interaction feedback sessions to help staff refine their approach to guest service.
These strategies address the identified weaknesses and leverage opportunities to enhance training efficacy, aligning with both guest expectations and industry trends. The next chapter will present a comprehensive set of recommendations and summarise the key insights from this study, offering a roadmap for improving training practices at Premier Inn Canwick.
[bookmark: _Toc200573146]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc200573147]5.1 Conclusion 
This research set out to investigate the role of front office staff training in enhancing guest satisfaction within the UK budget hotel sector, using Premier Inn Canwick as a case study. Through qualitative methods including participant observation, interviews, and document analysis, the observer identified significant links between the quality and consistency of front office training and the level of guest satisfaction reported.
The findings confirm that while Premier Inn provides strong onboarding processes and clear standard operating procedures (SOPs), there is limited ongoing development, especially in soft skills, conflict resolution, and real-time communication. This results in variable guest experiences and restricts the hotel’s ability to consistently deliver its brand promise. Training gaps directly impact front-line staff performance, confidence, and ability to resolve guest concerns quickly and empathetically.
This research also revealed that current training approaches focus heavily on procedural knowledge and software use (e.g. Opera PMS) but under prioritise interpersonal competencies. Moreover, inconsistent shift handovers and informal feedback mechanisms hinder knowledge sharing and continuous improvement. Competitor analysis revealed that other budget chains are increasingly adopting digital, gamified, and scenario-based learning approaches—highlighting a competitive gap for Premier Inn.
The literature review and field data align on a critical point: investment in front office training contributes not only to guest satisfaction but also to staff morale, retention, and operational resilience. Emotional intelligence, real-time feedback, and flexible learning tools are essential to modern hotel administration.
In summary, the study concludes that a comprehensive and dynamic training strategy—one that integrates emotional and technical development—will enhance guest satisfaction and improve operational consistency across Premier Inn properties. These findings are now translated into actionable recommendations in the following section.
[bookmark: _Toc200573148]5.2 Recommendations
Based on the research findings, the following evidence-based recommendations are proposed to enhance front office performance at Premier Inn Canwick and similar budget hotels through improved training strategies. These strategies address the identified challenges of inconsistent training delivery, limited soft skills development, and inadequate performance evaluation, aiming to boost guest satisfaction and operational resilience.
[bookmark: _Toc200573149]1. Implement a Modular Blended Learning System
What: Develop a comprehensive training framework that integrates digital microlearning modules with in-person coaching, covering critical areas such as complaint handling, emotional intelligence, time management, and cross-departmental communication.
Why: Research by Capatina et al (2024) demonstrates that modular, gamified learning enhances engagement and knowledge retention, particularly for younger staff accustomed to digital interfaces. Staff interviews at Premier Inn Canwick expressed a strong preference for interactive, scenario-based content over traditional static manuals, which often fail to address real-world complexities.



How:
· Partner with a reputable e-learning provider to design tailored modules specific to budget hotel operations.
· Incorporate role-playing videos, interactive quizzes, and scenario-based problem-solving exercises that simulate common guest interactions, such as handling overbookings or service delays.
· Schedule monthly group training refreshers led by supervisors to reinforce learning and address emerging challenges.
· Ensure modules are accessible on mobile devices to accommodate flexible staff schedules.
Impact: This approach will boost staff confidence, accelerate onboarding for new hires, and ensure consistent service delivery across shifts, ultimately enhancing guest satisfaction and loyalty.
What: Introduce a structured mentorship program pairing new hires with experienced front desk staff for the first four weeks of employment.
Why: Current informal shadowing practices vary in quality, leading to uneven skill acquisition and prolonged adjustment periods for new staff. A formalised system, as discussed by Rony (2019), ensures consistent peer learning and faster adaptation to operational demands.
How:
· Develop a buddy handbook outlining clear training goals, daily checklists, and key performance indicators for mentors and mentees.
· Train mentors in effective coaching techniques, emphasising patience, constructive feedback, and role modelling.
· Recognise effective mentors quarterly with rewards, such as gift cards or additional paid time off, to incentivise participation.
· Monitor mentorship outcomes through staff feedback surveys to ensure program efficacy.
Impact: Improved team cohesion, faster skill development for new hires, and reduced staff turnover, fostering a more stable and capable workforce.
[bookmark: _Toc200573150]3. Introduce Soft Skills and Conflict Resolution Workshops
What: Conduct quarterly workshops focusing on communication, service recovery, cultural awareness, and emotional regulation to equip staff for complex guest interactions.
Why: Staff interviews revealed low confidence in handling challenging guest situations, such as complaints or cultural misunderstandings. Goleman (1998) and Baum (2006) highlight emotional intelligence as a critical driver of service quality, directly impacting guest satisfaction.
How:
· Engage external trainers with expertise in hospitality emotional intelligence or upskill supervisors through certified programs.
· Use real-world guest complaint scenarios, drawn from guest feedback or online reviews, for role-playing and simulation exercises.
· Incorporate cultural sensitivity training to address diverse guest demographics, enhancing inclusivity.
· Regularly update workshop content based on guest review trends to ensure relevance.

Impact: Enhanced interaction quality, leading to higher guest satisfaction scores and improved online reviews, strengthening the hotel’s competitive position.
[bookmark: _Toc200573151]4. Develop a Shift Handover and Communication Protocol
What: Create a standardised digital handover system to streamline inter-shift communication and ensure continuity of service.
Why: Staff interviews identified duplicated tasks and missed follow-ups due to inconsistent shift handovers, which disrupt guest service and operational efficiency.
How:
· Implement a digital shift log, such as a shared Excel sheet or a PMS-integrated tool, accessible to all front office staff.
· Standardise fields to include unresolved complaints, VIP guest details, maintenance updates, and special requests.
· Train staff on the system during onboarding and conduct periodic audits to ensure compliance.
· Encourage supervisors to review logs daily to address discrepancies promptly.

Impact: Reduced errors, improved team communication, and a more seamless guest experience, particularly during shift transitions.
[bookmark: _Toc200573152]5. Establish a Performance Feedback Loop
What: Introduce structured performance review meetings every eight weeks for all front office staff to provide consistent feedback and development opportunities.
Why: The current lack of formal feedback limits staff growth and training reinforcement, as noted in staff interviews. Regular feedback aligns with best practices for employee development as researched by Capatina et al (2024).
How:
· Supervisors conduct 20-minute one-on-one sessions using performance checklists tailored to front office roles.
· Focus on identifying strengths, addressing areas for improvement, and creating personalised development plans.
· Introduce a monthly “Service Champion” award to recognise outstanding performance, boosting morale.
· Use anonymous staff surveys to assess feedback session effectiveness and make improvements.
Impact: Increased staff motivation, clearer performance expectations, and targeted skill development, contributing to higher service quality.
[bookmark: _Toc200573153]6. Integrate Front Office Metrics with Training Evaluation
What: Track the impact of training using guest satisfaction data, online review trends, and service KPIs, such as check-in time and complaint resolution speed.
Why: Data-driven evaluation, as recommended by Depierraz (2024) and Zhao et al (2019) ensures training programs align with business objectives and guest expectations.
How:
· Collect data from platforms like Booking.com, Google reviews, and internal guest surveys to monitor satisfaction trends.
· Correlate performance metrics with training records to identify areas of success and improvement.
· Adjust training frequency, content, and delivery methods based on data insights, ensuring continuous refinement.
· Share quarterly performance reports with staff to foster transparency and accountability.
Impact: Continuous improvement in training effectiveness, stronger alignment with guest expectations, and enhanced operational outcomes.
[bookmark: _Toc200573154]7. Promote a Training Culture through Leadership
What: Foster a top-down commitment to learning and development, embedding training as a core organisational value.
Why: Without managerial support, training initiatives risk losing momentum, as noted by Kandampully et al. (2000). Leadership involvement drives cultural change and sustains improvements.
How:
· Incorporate training goals into departmental KPIs, linking them to performance evaluations for supervisors and managers.
· Recognise teams achieving measurable improvements in guest satisfaction through public acknowledgment or bonuses.
· Ensure managers actively participate in workshops and e-learning modules to model commitment.
· Host quarterly “training town halls” to discuss progress, gather staff input, and reinforce the importance of development.
Impact: A sustainable learning culture, increased staff engagement, and long-term improvements in service quality, positioning the hotel as a leader in the budget sector.
These recommendations collectively address the core challenges identified: inconsistent training delivery, limited soft skills development, and inadequate performance evaluation. By adopting these evidence-based strategies, Premier Inn Canwick can enhance front office service quality, boost guest satisfaction, and strengthen operational resilience, aligning with evolving industry trends and guest expectations.

[bookmark: _Toc200573155]
Reference List

1. Ali, B., Gardi, B., Othman, B.J. & Anwar, K. (2021) Hotel Service Quality: The Impact of Service Quality on Customer Satisfaction in Hospitality Available at: http://dx.doi.org/10.22161/ijebm.5.3.2 (Accessed: 20 May 2025).
2. Arhin, A.K., Sarfo, G. & Martin, D. (2024) Workforce Empowerment in Hospitality and Tourism: The Need for Industry-Specific Considerations Available at: https://onlinelibrary.wiley.com/doi/pdfdirect/10.1002/jtr.70020 (Accessed: 10 June 2025).
3. Arulsamy, A.S., Singh, I., Kumar, S. & Bajaj, K.K. (2023) Employee Training and Development Enhancing Employee Performance – A Study Available at: https://www.researchgate.net/publication/373775939_Employee_Training_and_Development_Enhancing_Employee_Performance_-_A_Study (Accessed: 22 May 2025).
4. Baum, T. (2006) Human Resource Management for Tourism, Hospitality, and Leisure: An International Perspective Available at: http://dx.doi.org/10.1016/j.tourman.2007.03.006 (Accessed: 20 May 2025).
5. Blanco, A., Oehmichen, A. & Frood, S. (2011) European hotel development – Focus on budget hotels. Available at: https://doi.org/10.1057/rlp.2011.1 (Accessed: 22 May 2025).
6. Brotherton, B. (2004) Critical success factors in UK budget hotel operations Available at: https://www.proquest.com/scholarly-journals/critical-success-factors-uk-budget-hotel/docview/232321369/se-2?accountid=130472 (Accessed: 09 June 2025).
7. Cantrell, S., Griffiths, M., Jones, R. & Hiipakka, J. (2002) The skills-based organization: A new operating model for work and the workforce Available at: https://www2.deloitte.com/us/en/insights/topics/talent/organizational-skill-based-hiring.html (Accessed: 09 June 2025).
8. Capatina, A., Varon-Juarez, D., Micu, A. & Micu, A.E. (2024) Leveling up in corporate training: Unveiling the power of gamification to enhance knowledge retention, knowledge sharing, and job performance Available at: https://doi.org/10.1016/j.jik.2024.100530 (Accessed: 20 May 2025).
9. Chalupa, S. & Chadt, K. (2021) The Perception of Soft Skills and Their Training at Hotel Front – Office in Connection to CoVid-19 Pandemics Available at: http://dx.doi.org/10.18421/TEM102-05 (Accessed: 18 May 2025).
10. Chao, M., Barone, M.J., Shanshan, Q. & Humphrey, R.H.(2019) Emotional intelligence and service quality: a meta-analysis with initial evidence on cross-cultural factors and future research directions Available at: https://www.researchgate.net/publication/335208018_Emotional_intelligence_and_service_quality_a_meta-analysis_with_initial_evidence_on_cross-cultural_factors_and_future_research_directions  (Accessed: 18 May 2025).
11. Comparably (2025) Joining Premier Inn - Employee Onboarding Available at: https://www.comparably.com/companies/premier-inn/joining-employee-onboarding (Accessed: 01 June 2025).
12. Das, A. (2023) Beyond Traditional Hospitality: The Impact of Consumer Behavior on Hotels Available at: https://www.ezeeabsolute.com/blog/how-changes-in-consumer-behaviour-impact-hotels/ (Accessed: 01 June 2025).
13. Davies, G. (2021) Addressing skills and labour shortages post-Brexit Available at: https://www.cipd.org/globalassets/media/knowledge/knowledge-hub/reports/addressing-skills-labour-shortages-post-brexit_tcm18-102313.pdf (Accessed: 20 May 2025).
14. Davis, L. (2023) Customer Relationship Management in the Hotel Industry Available at: https://scholarworks.waldenu.edu/cgi/viewcontent.cgi?article=14570&context=dissertations (Accessed: 05 June2025).
15. Depierraz, A.C. (2024) Hotel Employee Training Impacts Customer Experience and Happiness Available at: https://hospitalityinsights.ehl.edu/hotel-employee-training-impacts-customer-experience-and-happiness (Accessed: 22 May 2025).
16. Dewi, N.L.G.A., Sutarma, I.G.P., Sutama, K. & Ernawati, N.M. (2022) Analysis of Service Quality of Front Office Staff in Increasing Guest Satisfaction Available at: http://dx.doi.org/10.58982/injogt.v3i3.256 (Accessed: 22 May 2025).
17. Dogru, T., McGinley, S., Sharma, A., Isik, C. & Hanks, L. (2023) Employee turnover dynamics in the hospitality industry vs. the overall economy Available at: https://www.sciencedirect.com/science/article/pii/S0261517723000651 (Accessed: 20 May 2025).
18. Eade, M. (2023) The doors of hospitality are open, but where are the staff? Available at: https://www.ajg.com/uk/news-and-insights/the-doors-of-hospitality-are-open (Accessed: 05 June 2025).
19. Gannon, J., Roper, A. & Doherty, L. (2015) Strategic human resource management: Insights from the international hotel industry Available at: http://dx.doi.org/10.1016/j.ijhm.2015.03.003 (Accessed: 01 June 2025).
20. Gilliland, N. (2017) What makes Premier Inn the world’s strongest hotel chain? Available at: https://econsultancy.com/what-makes-premier-inn-the-world-s-strongest-hotel-chain/ (Accessed: 11 June 2025).
21. Glassdoor (2025) Travelodge Hotels (UK) employee reviews about "training" Available at: https://www.glassdoor.co.uk/Reviews/Travelodge-Hotels-UK-training-Reviews-EI_IE39978.0,20_KH21,29.htm (Accessed: 25 May 2025).
22. Goleman, D. (1998) Working with Emotional Intelligence Available at: https://www.academia.edu/44384606/WORKING_WITH_EMOTIONAL_INTELLIGENCE (Accessed: 11 June 2025).
23. Gollasch, G. (2024) Premier Inn says brand strength ‘unparalleled’ as it looks to expand digital footprint Available at: https://www.marketingweek.com/premier-inn-digital/ (Accessed: 11 June 2025).
24. Google (2025) Premier Inn Lincoln (Canwick) hotel Available at: https://www.google.com/travel/hotels/s/H8GL4pHAFYcLUBjeA (Accessed: 26 May 2025).
25. Hayes, A. (2023) How to reconcile older worker needs with the digitalisation of workplaces Available at: https://www.hrmagazine.co.uk/content/comment/how-to-reconcile-older-worker-needs-with-the-digitalisation-of-workplaces/ (Accessed: 26 May 2025).
26. Heaney, S. (2024) How IHG Transformed Leadership Training With Learning Pool's Platform Available at: https://elearningindustry.com/how-ihg-transformed-leadership-training-with-learning-pools-platform (Accessed: 20 May 2025).
27. IHG (2022) IHG Hotels & Resorts’ Skills Academy goes global Available at: https://www.ihgplc.com/en/news-and-media/news-releases/2022/ihg-hotels-and-resorts-skills-academy-goes-global 
28. Indeed (2025) Hiring Process at Premier Inn Available at: https://uk.indeed.com/cmp/Premier-Inn/faq/hiring-process (Accessed: 05 June 2025).
29. Jaworski, C., Ravichandran, S., Karpinski, A.C. & Singh, S. (2018) The effects of training satisfaction, employee benefits, and incentives on part-time employees’ commitment Available at: https://www.sciencedirect.com/science/article/pii/S0278431917301214 (Accessed: 28 May 2025).
30. Jiwnani, L. (2024) AI's transformative role in the hospitality industry Available at: https://www.deloitte.com/uk/en/Industries/consumer/blogs/embracing-the-future-ais-transformative-role-in-hospitality.html (Accessed: 26 May 2025).
31. Joao, E.S., Spowart, J. & Taylor, A. (2019). Employee training contributes to service quality and therefore sustainability Available at: https://www.researchgate.net/publication/343473271_Employee_training_contributes_to_service_quality_and_therefore_sustainability (Accessed: 16 May 2025).
32. Kamble, H. & Dandge, R. (2025) E-learning and Blended Learning in Tourism and Hospitality Education after the Pandemic: Challenges, and Implementation Barriers Available at: http://dx.doi.org/10.36948/ijfmr.2025.v07i03.46473 (Accessed: 01 June 2025).
33. Kandampully, J. & Suhartanto, D. (2000) Customer loyalty in the hotel industry: The role of customer satisfaction and image Available at: https://www.researchgate.net/publication/43488996_Customer_loyalty_in_the_hotel_industry_The_role_of_customer_satisfaction_and_image  (Accessed: 28 May 2025).
34. Karagiannis, M. (2024) The Evolution of Guest Expectations in the Hotel Industry Available at: https://medium.com/hotel-tech/the-evolution-of-guest-expectations-in-the-hotel-industry-a4fbce9fa257 (Accessed: 07 June 2025).
35. Kenton, W. (2024) How to Perform a SWOT Analysis Available at: https://www.investopedia.com/terms/s/swot.asp (Accessed: 28 May 2025).
36. Kenton, W. (2025) What Is PEST Analysis? Its Applications and Uses in Business Available at: https://www.investopedia.com/terms/p/pest-analysis.asp (Accessed: 20 May 2025).
37. Kichuk, A. (2017) Understanding Talent Management in the hotel sector: employees’ narratives of personal career development Available at: Understanding Talent Management in the hotel sector: employees’ narratives of personal career development (Accessed: 26 May 2025).
38. Kirk, P. (2024) Four years since start of pandemic, hotels are still struggling to fill jobs Available at: https://www.hospitalityinvestor.com/americas/four-years-start-pandemic-hotels-are-still-struggling-fill-jobs (Accessed: 28 May 2025).
39. Konar, R., Faizan, A. & Hussain, K. (2018) Empowerment in Hospitality Service Leadership: A Moderated Mediation Approach Available at: https://www.researchgate.net/publication/330106014_Empowerment_in_Hospitality_Service_Leadership_A_Moderated_Mediation_Approach (Accessed: 02 June 2025).
40. Lacalle, E. (2021) The most common hotel guest complaints and how to resolve them Available at: https://www.mews.com/en/blog/hotel-guest-complaints (Accessed: 20 May 2025).
41. Li, L., Lee, H.A. & Law, R. (2012) Technology-mediated management learning in hospitality organisations Available at: https://www.sciencedirect.com/science/article/pii/S0278431911001125 (Accessed: 02 June 2025).
42. Lighthouse (2024) Hotel budget season forecast: The market trends you need to know Available at: https://www.mylighthouse.com/resources/blog/hotel-budget-season-forecasting-market-trends (Accessed: 29 May 2025).
43. Lüthy, B. (2024) AI in hospitality: Personalizing and enhancing guest services Available at: https://hospitalityinsights.ehl.edu/guest-service-ai-hospitality (Accessed: 04 June 2025).
44. Makivic, R., Vukolic, D., Veljovic, S., Bolesnikov, M., David, L.S., Ivanisevic, A. and Gajic, T. (2024) AI Impact on Hotel Guest Satisfaction via Tailor-Made Services: A Case Study of Serbia and Hungary Available at: https://doi.org/10.3390/info15110700 (Accessed: 10 June 2025).
45. Mathai, R & Arumugam, T. (2016) Preference and Promoting of E-Learning as a Training Medium in the Hospitality Industry with Special Reference to Four and Five Star Hotels in Tamil Nadu – India Available at: http://dx.doi.org/10.5430/ijba.v7n3p91 (Accessed: 19 May 2025).
46. McIntosh, T. (2020) The Impact of Technological Advances on Older Workers Available at: https://scholarworks.waldenu.edu/cgi/viewcontent.cgi?article=10679&context=dissertations (Accessed: 10 June 2025).
47. Nickson, D. (2007) Human Resource Management for the Hospitality and Tourism Industries Available at: https://www.researchgate.net/publication/350678045_Human_Resource_Management_for_the_Hospitality_and_Tourism_Industries (Accessed: 28 May 2025).
48. Nira, R. A. (2025) AI-Driven Hyper-Personalisation in Hospitality: Application, Present and Future Opportunities, Challenges, and Guest Trust Issues Available at: https://dx.doi.org/10.47772/IJRISS.2025.90400397 (Accessed: 22 May 2025).
49. Oliver, R. L. (1980) A Cognitive Model of the Antecedents and Consequences of Satisfaction Decisions. Journal of Marketing Research, 17(4), 460–469. https://doi.org/10.2307/3150499 (Accessed: 02 June 2025).
50. Oracle (2025) Hospitality in 2025: Automated, Intelligent… And More Personal Available at: https://www.oracle.com/a/ocom/docs/industries/hospitality/hospitality-industry-trends-for-2025.pdf (Accessed: 26 May 2025).
51. Oracle (2025) Hospitality in 2025: Automated, Intelligent… And More Personal Available at: https://www.oracle.com/a/ocom/docs/industries/hospitality/hospitality-industry-trends-for-2025.pdf (Accessed: 04 June 2025).
52. Parasuraman, A., P., Zeithaml, V., A. & Berry, L., L. (1985) A Conceptual Model of Service Quality and its Implication for Future Research (SERVQUAL) Available at: http://dx.doi.org/10.2307/1251430 (Accessed: 29 May 2025).
53. Peng, J., Zhao, X. & Mattila, A.S (2015) Improving service management in budget hotels Available at: https://doi.org/10.1016/j.ijhm.2015.06.005 (Accessed: 22 May 2025).
54. Premier Inn (2025) Our Awards Available at: https://www.premierinn.com/gb/en/why/awards.html (Accessed: 10 June 2025).
55. Premier Inn (2025) The history of Premier Inn Available at: https://www.premierinn.com/gb/en/why/history-of-premier-inn.html (Accessed: 11 June 2025).
56. Reid, S. (2024) What makes Premier Inn Britain's most successful hotel brand? Available at: https://www.scotsman.com/business/what-makes-premier-inn-britains-most-successful-hotel-brand-4670202 (Accessed: 11 June 2025).
57. Rony, Z. (2019) Job Shadowing as One of the Effective Activities in the Promotion Process Creates Quality Managers Available at: https://www.researchgate.net/publication/335909483_Job_Shadowing_as_One_of_the_Effective_Activities_in_the_Promotion_Process_Creates_Quality_Managers (Accessed: 26 May 2025).
58. Rutherford, D. G., & O’Fallon, M. J. (2007). Hotel management and operations Available at: https://ebookcentral.proquest.com/lib/trinity/detail.action?docID=257559 (Accessed: 11 June 2025).
59. Safavi, H.P & Karatepe, O.M. (2017) High-performance work practices and hotel employee outcomes: The mediating role of career adaptability Available at: https://www.researchgate.net/publication/314231799_High-performance_work_practices_and_hotel_employee_outcomes_The_mediating_role_of_career_adaptability (Accessed: 20 May 2025).
60. Sandjong, F.L.D. (2021) Training Str aining Strategies for Incr ategies for Increasing Emplo easing Employee Job Satisfaction and ee Job Satisfaction and Retention in the Hospitality Industry Available at: https://scholarworks.waldenu.edu/cgi/viewcontent.cgi?article=11496&context=dissertations (Accessed: 29 May 2025).
61. Sandy, M.Y. (2025) Linking Employee Training And Development To Enhanced Customer Satisfaction In Hotels Available at: https://www.researchgate.net/publication/387847803_Linking_Employee_Training_And_Development_To_Enhanced_Customer_Satisfaction_In_Hotels (Accessed: 25 May 2025).
62. Schick, S. (2017) Marriott makes more room for chatbots to enhance guest experiences Available at: https://www.marketingdive.com/news/marriott-makes-more-room-for-chatbots-to-enhance-guest-experiences/510117 (Accessed: 24 May 2025).
63. Schlosser, M.D. (2023) Beyond  Tactics:  The  Philosophy  and  Promise  of  De-escalation Training Available at: https://ijcjs.com/menu-script/index.php/ijcjs/article/view/737/464 (Accessed: 02 June 2025).
64. Schwarz, L. (2025) 13 Common Challenges in the Hospitality Industry in 2025 Available at: https://www.netsuite.com/portal/resource/articles/erp/hospitality-industry-challenges.shtml (Accessed: 29 May 2025).
65. Scott, M.E. (2016) Strategies for Retaining Employees in the Hospitality Industry Available at: https://scholarworks.waldenu.edu/cgi/viewcontent.cgi?article=2905&context=dissertations&httpsredir=1&referer= (Accessed: 04 June 2025).
66. Singh, J., Steele, K., & Singh, L. (2021). Combining the Best of Online and Face-to-Face Learning: Hybrid and Blended Learning Approach for COVID-19, Post Vaccine, & Post-Pandemic World Available at: https://doi.org/10.1177/00472395211047865 (Accessed: 11 June 2025).
67. Travelodge (2025) Building a career with Travelodge Available at: https://www.travelodge.co.uk/vacancies/work-here/development.aspx (Accessed: 28 May 2025).
68. Travelodge (2025) Introducing our new StaySmart experience Available at: https://www.travelodge.co.uk/about/staysmart/ (Accessed: 29 May 2025).
69. Tsaur, S. H., & Lin, Y. C. (2004). Promoting Service Quality in Tourist Hotels. Available at: https://doi.org/10.1016/S0261-5177(03)00117-1 (Accessed: 20 May 2025).
70. Vujovic, M.M. & Slavkovic, M. (2023) Does training and development affect employee retention in the hotel industry?: The mediator role of organizational commitment Available at: https://www.researchgate.net/publication/372205687_Does_training_and_development_affect_employee_retention_in_the_hotel_industry_The_mediator_role_of_organizational_commitment (Accessed: 26 May 2025).
71. Waite R. (2024) Economic Challenges: Inflation Hits UK Hospitality Sector Available at: https://www.onlinebusinessstartup.co.uk/blog/economic-challenges-inflation-hits-uk-hospitality-sector (Accessed: 22 May 2025).
72. Waqanimaravu, M.  & Arasanmi, C. (2020) Employee training and service quality in the hospitality industry Available at: https://www.researchgate.net/publication/339134856_Employee_training_and_service_quality_in_the_hospitality_industry (Accessed: 09 June 2025).
73. Whitbread (2025) Our brands Available at: https://www.whitbread.co.uk/about-us/our-brands/ (Accessed: 26 May 2025).
74. Whitbread (2025) Training & development Available at: https://www.whitbread.co.uk/sustainability/opportunity/training-and-development/ (Accessed: 05 June 2025).
75. Whitbread (2025) What we are looking for Available at: https://www.whitbreadcareers.com/our-brands/premier-inn/ (Accessed: 28 May 2025).
76. Willie, E.D. (2021) Hospitality Industry Employee Turnover Available at: https://scholarworks.waldenu.edu/cgi/viewcontent.cgi?article=11114&context=dissertations (Accessed: 11 June 2025).
77. Wood, R.C. (2013) Key Concepts in Hospitality Management. London: SAGE Publications Ltd. Available at: https://research-ebsco-com.ezproxy.uwtsd.ac.uk/linkprocessor/plink?id=a8b975a9-2d51-3be0-8b94-8f632deb091e  (Accessed: 25 May 2025).
78. World Economic Forum (2024) Tourism is Back to Pre-Pandemic Levels, but Challenges Remain Available at: https://www.weforum.org/press/2024/05/tourism-is-back-to-pre-pandemic-levels-but-challenges-remain/ (Accessed: 26 May 2025).
79. Zeithaml, V (1987) Communication and Control Processes in the Delivery of Service Quality Available at: http://dx.doi.org/10.2307/1251263 (Accessed: 11 June 2025).
80. Zhao, Y., Xu, X. & Wang, M. (2019) Predicting overall customer satisfaction: Big data evidence from hotel online textual reviews Available at: https://www.sciencedirect.com/science/article/pii/S0278431917310083 (Accessed: 25 May 2025).
image1.png




image2.png




