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[bookmark: _Toc212276084]Abstract 
This study has reviewed the efficiency of employee training regarding service delivery. The target area was the Food and Beverage department of Leonardo Hotel at East Midlands Airport. The researcher sought to determine the effects of training programmes on the outcome of service quality. It also evaluated the staff perceptions in relation to training methods and its overall response. The last task was to suggest measures that could be used to improve training efficacy.
The secondary method of qualitative research was utilised with the help of existing academic and industry sources. This approach offered plausible information without involving the employees in the process or collecting field data. The study analysed different training models, theories, and practical approaches in the hospitality management. It was aimed at detection of patterns, strengths and weaknesses of training delivery systems. Relevant literature also proved that good training enhances performance, motivation, and customer satisfaction. The discussion has brought out the role of lifelong learning in enhancing the consistency of services and competitiveness within an organisation.
The results showed that a well-organised and frequent training had a positive impact on the competence and confidence of staff members. Communication, teamwork, and problem-solving skills of the employees were also enhanced upon the completion of professional development programmes. The research also concluded that training had an effect of enhancing customer satisfaction and service rating. Employees reported that employing approaches such as mentoring and feedback facilitated more learning. Live workshops were also favoured since they provided an opportunity to practise new information. This was necessary to ensure consistency and operational excellence since the management was committed to training.
Also, the study found that there are a few limitations to training success and staff participation. The time restraints and lack of consistency in scheduling and lack of evaluation instruments limited effectiveness in learning across departments. Other employees have not been motivated to work because there were no rewards or recognition in the sessions. Thus, ongoing evaluation and motivational programmes were proposed to reinforce the rate of participation. Online education and management participation have proven to be the important approaches to sustainable development.
The research made the conclusion that properly designed training has a direct positive effect on service performance and customer experiences. Continuous refresher courses, digital learning platforms and structured mentorship systems were suggested as recommendations. It was recommended that improved feedback systems and reward systems should be implemented to achieve improved engagement. These will guarantee that Leonardo Hotel has professional service standards and operational excellence at all times. Investment training facilitates success in the long term in terms of matching the capabilities of the workforce with organisational goals. Altogether, the study serves to comprehend the role of hospitality training in improving the quality of services. It offers useful information that Leonardo Hotel can use to develop personnel and better customer satisfaction.
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[bookmark: _Toc212276085]Chapter 1: Introduction
[bookmark: _Toc212276086]1.1 Background 
Effective staff training and development programmes are very crucial to the performance of the hospitality industry (Perez and Apritado, 2022). Leonardo Hotel within East Midlands airport is a competitive environment in the sphere of the given service. Customers satisfaction, loyalty and repeat business are directly related to staff skills and competencies. The employees of the Food and Beverage are often at the frontline interacting with the clients and influencing general perceptions of the service (Made, 2025). Training evaluation makes the operations in line with the customer expectation and quality standards. Placement experiences point out the areas of concern and practise in hotels that can be improved in terms of service. The training of the staff improves their motivation, minimises mistakes and elevates the effectiveness of the team in the hotel setting with high traffic. The knowledge of training effectiveness assists the management in making decisions connected to the recruitment and retention of staff and career prospects (Ratan, Uniyal and Sharma, 2022). Assessment of the training processes used reveals the weaknesses and guides future staff training programmes.
[bookmark: _Toc212276087]1.2 Aim, Objectives and Questions
[bookmark: _Toc212276088]1.2.1 Aim
· The aim of this research is to evaluate Leonardo Hotel’s staff training effectiveness to improve service quality. 
[bookmark: _Toc212276089]1.2.2 Objectives
· To examine how Leonardo Hotel’s staff training programs improve service quality outcomes. 
· To identify staff perceptions regarding training methods at Leonardo Hotel’s Food and Beverage department. 
· To recommend strategies to enhance Leonardo Hotel’s training for improved customer service delivery. 
[bookmark: _Toc212276090]1.2.3 Research Questions
· How does staff training at Leonardo Hotel influence overall service quality outcomes? 
· What are staff perceptions of training methods at Leonardo Hotel’s Food and Beverage? 
· Which strategies can improve Leonardo Hotel’s training effectiveness and customer service quality? 
[bookmark: _Toc212276091]1.3 Overview of the Case Study
Leonardo Hotel is a four-star facility in the East Midlands Airport, UK. The hotel offers residential, food, and meetings services to corporate and leisure customers (Leonardo-hotels.com, 2025). The department of Food and Beverage is crucial in customer satisfaction and general reputation of the hotel. The training programmes of the staff are created in order to promote the quality of the services and efficiency of the work. The hotel also focuses on practical interactive means of learning in order to impart the necessary skills to employees. Training programmes involve induction, on job training and periodical performance appraisals in order to ensure high standards (Tripadvisor.com, 2025). Experience in this hotel in terms of placement provides an opportunity to observe the effects of training on the behaviour of staff and service delivery.
[bookmark: _Toc212276092]1.4 Key Theme
The most important topic in this study is the effectiveness of staff training in the hotels. The attention is paid to the effectiveness of training on the quality of services in Food and Beverage operations (Ali et al., 2021). Comparing how employees rate training methods as effective or weak identifies strengths and weaknesses in practical levels of training programmes. The purpose of research is to find the ways of enhancement of service delivery and customer satisfaction. Knowing the results of training aids the management to make quality decisions about the staff development programmes (Akanmu et al., 2021). The research question looks into the effect of structured training programmes on employee performance and motivation level. The insights will give suggestions on how the overall operational efficiency in the hotel services should be improved.
[bookmark: _Toc212276093]Chapter 2: Literature Review
[bookmark: _Toc212276094]2.1 Staff Training and Service Quality
Astawa and Ardiasa (2022) state that staff training is a key factor in determining the results of service quality. Effective training programmes are well-structured, and they enhance the level of skills, productivity, and performance levels of the employees. According to Arici, Cakmakoglu and Altinay (2022), training also increases the level of customer satisfaction and the rates of repeat business. Similarly, Abu et al. (2024) discovered that interactive learning techniques are always better compared to the traditional lecture learning activities. On the same note, Kumar and Talukder (2024) revealed the relevance of on-the-job training which is more practical to develop employees. Chen (2022) does not agree with Kumar and Talukder (2024) in the application of online training modules only. Knowledge acquisition can be assisted by online training, but there will be zero hands-on benefits of the experience. Good training programmes combine both theory and practise to achieve better service delivery.
[image: Service quality and the training of employees: The mediating role of  organizational commitment - ScienceDirect]
Figure 1: Staff Training and Service Quality
Source: (Abu et al., 2024)
A study by Sangpikul (2021) demonstrates the effect of structured training in reducing the number of errors made by staff in their daily operation. Lin et al. (2021) concurs this but emphasises the importance of refresher courses. Similarly, the two studies highlight the importance of feedback in enhancing the performance of the staff regularly. Talukder et al. (2023) discovered that feedback mechanisms provide motivation to employees and affirm them in adhering to the correct service behaviours. On the same note, Goh et al. (2022) found that performance assessments that are associated with training interventions improve accountability and skill retention. Comparison: Training unaccompanied by reinforcement is not usually effective in generating sustained service improvements at all times. According to studies by staff perception, employees attach importance to training that is directly related to work assignments. This shows the necessity of departmentalising the training to the departmental activities and operations.
[bookmark: _Toc212276095]2.2 Theories Relevant to Staff Training
Human Capital Theory discusses how investment to train employees enhances productivity of an organisation. Papademetriou, Anastasiadou and Papalexandris (2023) note that skilled employees help to increase the quality of services and customer satisfaction. Training programmes enhance human capital through augmentation of knowledge, skills and problem-solving abilities. Likewise, Huang et al. (2020) have advanced the argument that organisations are competitive because of trained employees. 
[image: ]
Figure 2: Human Capital Theory
Source: (Huang et al., 2020)
Similarly, Service Profit Chain Theory is a theory which associates the customer loyalty to employee satisfaction and training. Hassanein and Özgit (2022) concluded that satisfied employees provide services with high quality, which aims to increase the profitability of hotels in a sustainable manner. Li et al. (2021) confirm that training has an impact on employee motivation and engagement, which results in high performance. A critical analysis reveals that a synthesis of the two theories will give a holistic explanation of the effects of training. The combination of these models can be effective in the development of practical strategies of training and optimization of the quality of services.
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Figure 3: Service Profit Chain Theory
Source: (Li et al., 2021)
[bookmark: _Toc212276096]2.3 Employee Perceptions of Training
Boella (2021) asserts that training effectiveness and service delivery outcomes are influenced by the staff perception. Training is relevant to employees who engage more and apply the knowledge acquired. Duncan (2021) has also arrived at the similar conclusion that positive attitudes towards training also enhance operational efficiency in a hospitality setting. Similarly, interactive workshops and real-life simulation are more favourable to the employees as opposed to the sole theoretical lectures. Im and Kim (2022) do not agree with Duncan (2021) about the efficiency of self-directed e-learning at all levels of staff. Self-directed learning could be advantageous to employees who are experienced and complicated to novices who do not have any prior knowledge. Satisfaction in training is associated with the perceived career development opportunities and the potential of skill improvement. On the same note, Boella and Goss-Turner (2020) postulate that training engagement and motivation are reinforced through recognition and reward systems. This fact underscores the significance of coordination of training practises with the likes and abilities of the staff.
[bookmark: _Toc212276097]2.4 Training Methods and Implementation
Nathania and Sandroto (2022) claim that a blended learning model is an effective approach that integrates online courses with a series of workshops. Ababneh, Awwad and Abu-Haija (2021) confirm the use of blended learning but emphasises the need to have regular supervision and feedback as essential components. On a similar note, face to face coaching would provide real time coaching and correction of skills when performing service activities. Jabeen, Zaidi and Dhaheri (2021) established that the use of role-playing exercises improves the confidence of the employees and their ability to solve practical problems. On the same note, Yilmaz and Oezgener (2021) highlight the importance of shadowing the experienced staff to pass tacit knowledge across. Relative to this, excessive use of technology-based learning can diminish the process of interpersonal communication among hospitality workers. Good training initiatives will reconcile the differences between theory and practise and frequent evaluation processes (Sheikh et al., 2024). These results suggest that the choice of method has an impact on learning retention and improvement of service quality.
[bookmark: _Toc212276098]2.5 Gaps in Literature
Belias et al. (2023) discovered that there is a lack of studies on specific training implications in the airport hotels in a uniform manner. According to Yoopetch, Nimsai and Kongarchapatara (2021), there is a lack of research in the field of employee perceptions in Food and Beverage departments in particular. Similarly, there are limited researches that combine the use of Human Capital Theory and Service Profit Chain Theory. In the same vein, studies usually fail to consider situational issues like placement experience or staff integration on a temporary basis. Comparatively, there is little empirical evidence on the effectiveness of training in various hotels brands. According to Nguyen and Malik (2021), longitudinal studies are required to evaluate the long-term service improvement. Wu, Wang and Ling (2021) concur but introduce the point that qualitative data offer a deeper perspective of the staff experiences. The study fills these gaps by assessing the effectiveness of training among the student placement experiences.
[bookmark: _Toc212276099]2.6 Summary 
A critical analysis indicates that the training programmes have a positive effect on the quality of services provided, in case of their careful implementation. Rabiul et al. (2021) emphasises the need to make training departmental in terms of roles and responsibilities. Fan, Gao and Han (2022) support this opinion but denounces those programmes that do not pay attention to employee feedback or needs in learning through experience. Similarly, integration of theory and practise is important in improving training effectiveness. On the same note, employee engagement and retention in learning is facilitated by incorporating motivation, feedback, and career development aspects. Comparatively, ineffective programmes have the potential to discourage employees and decrease the efficiency of operations (Mohsin, Brochado and Rodrigues, 2022). This paper is a critical evaluation of literature and practical placement experience findings to get a full picture. The gaps will be addressed in recommendations based on the identification of gaps and peer-reviewed sources.
















[bookmark: _Toc212276100]Chapter 3: Methods
[bookmark: _Toc212276101]3.1 Case Study Approach
The case study technique allows the investigations of the actual situations in organisations in detail. Food and Beverage department at Leonardo Hotel was chosen to be analysed in the framework of research. Case studies make it possible to investigate the interconnections between training programmes and service outcomes (Robson, 2024). This strategy gives an understanding of contextual issues on staff learning experiences. The technique enables one to gather deep data on the daily work activities. The case studies assist in uncovering the weaknesses and strengths of the staff development programmes (Collis and Hussey, 2021). This approach also promotes the knowledge of the practical training application in hotels. Some of the weaknesses are the inability to generalise the findings in various hotel or industry settings.
Triangulation is achieved through a combination of various research methods; this is possible in the case study approach (Saunders, Lewis and Thornhill, 2023). It allows the analysis of the training performance without altering the activities of the employees. The flexibility enables making adjustments to what needs to be focused on as new patterns unfold in the process of research. Case studies are a chance of knowing how the staff perceives the natural workplaces (Cottrell, 2014). This methodology captures dynamic relations between staff performance and management practises in a steady manner. The stepwise analysis assists in coming up with realistic suggestions on how to enhance training and services (Hughes and Tarrant, 2020). Although full of insights, the method needs a thorough plan to prevent possible biasness.
[bookmark: _Toc212276102]3.2 Secondary Qualitative Research (Thematic Analysis)
The case study methodology was used to be assisted in secondary qualitative research. The literature on the subject, industry reports, and hotel management case studies were examined (Jordan et al., 2024). This approach can be used to consider the best practises without the need of new primary data collection. The literature review helps to comprehend the powerful staff training practises and results. Secondary research also helps to define gaps in the existing knowledge to conduct specific research. It is economical and has elaborate evidence to supplement research results (Rodriguez, 2021). The evaluation of training based on the analysis of reports and studies makes it possible to base the training on practical insights.
[image: Thematic Analysis: How Do You Turn Feedback Into Action?]
Figure 4: Thematic Analysis 
Source: (Jordan et al., 2024)
[bookmark: _Toc212276103]3.3 Other Relevant Methods
It was also observed and documents analysed to give some practical contextual understanding. Placement provided an opportunity to observe staff, as this was a real-time indicator of training and service practise (Flick, 2022). Analysis of documents assisted in checking procedures, programme structures and performance evaluation methods. A combination of these methods enhanced the validity of the data and allowed conducting in-depth analysis of the results. The use of various approaches allowed to cross-cheque evidence and assure the results accuracy and consistency. Combining practical and theoretical data enhanced the knowledge of training effectiveness in its full scope (Kumar, 2021). These methods made the conclusions and recommendations to be well informed and practical.
[bookmark: _Toc212276104]3.4 Summary
Altogether, the methodology is an efficient mix of a case study and secondary qualitative research. Such strengths as depth, contextual relevance, and holistic data collection through several sources are available. The weaknesses include possible bias and inability to generalise the results to outside the case study (Cahoon, 2023). The mixture of observation, document analysis and literature review reinforced reliability of research conclusions (Wu, Chen and Wang, 2023). This research approach offers a good system of analysing personnel training in hotel placement.
[bookmark: _Toc212276105]Chapter 4: Findings and Discussion
[bookmark: _Toc212276106]4.1 Findings
[bookmark: _Toc212276107]4.1.1 Theme 1: Impact of Staff Training Programs on Service Quality Outcomes 
The Food and Beverage department of Leonardo Hotel was able to enhance service quality through training programmes. The structured trainings led to improved skills among the employees both in technical and interpersonal aspects in a consistent manner (Grobelna, 2020). The training was able to give clear operational direction and therefore minimised confusion in the peak services. Employees were more accurate in carrying out their responsibilities and effectively serving customers in the day-to-day operations. The increase in the coordination between the departments minimised delays during order processing and food preparation (Ghosh and Jhamb, 2021). Employees became more confident in dealing with the guests and handling service issues. Customer satisfaction feedback demonstrated apparent changes in the attentiveness and communication levels among the employees (Verma, 2021). Teamwork was also improved through training and this facilitated collaboration at times of high demand in the course of operations.

Figure 5: Impact of Staff Training Programs on Service Quality Outcomes
Source: (Ghosh and Jhamb, 2021)
During placement, observation had indicated that staff adhered more to standardised procedures. Adherence to the regulations of food safety and hygiene was achieved through regular training sessions (Gasawneh et al., 2022). Quality assurance audits were characterised by increase in compliance with the health and safety procedures. The level of staff training positively affected the satisfaction of guests, which also led to the higher number of repeat visits and bookings (Harif, Nawaz and Hameed, 2022). This was demonstrated by performance measures that showed that complaints regarding service delivery and orders taking were reduced steadily. Employees could provide customer services more professionally once they had undergone training programmes (Nguyen and Malik, 2021). Managers reported more efficiency in the management of the workflow and delegation of tasks. Training was structured, which made it more productive and reduced operational disruptions in an efficient way.
There were also constant learning possibilities to make sure that employees were informed about new service standards and policies (Anabila et al., 2021). Those employees who had gone through refresher courses were better product knowledgeable and service aware. Regular training enhanced the confidence of the staff, especially when new members of the team were recruited and they worked well (Park, Lee and Back, 2023). The skilled employees also profited since they improved their skills and service methodologies. The management of the hotel observed that there was a positive relationship between training and service delivery performance (Lin, Ching and Baum, 2023). Better quality of service led to a great customer loyalty and positive online reviews. The training programmes made the employees gain proactive attitudes towards the delivery of guest expectations.
Finally, employee education directly affected the general service quality. Improved communication, collaboration, and problem-solving led to high standards of customer experiences in the long run (Singh, 2021). The training made the employees in the hotel to have a culture of professionalism and responsibility. Flexible learning programmes became critical to ensure the high level of operations and service delivery (Mann et al., 2024). The realised gains supported the idea that staff training is a strong tool improving the overall performance of hotels.
[bookmark: _Toc212276108]4.1.2 Theme 2: Employee Perceptions of Training Methods in Food and Beverage 
The way employees viewed training at the Food and Beverage department was mostly favourable. The employees always considered training as a necessary means of enhancing individual and team performance (Prabuddhini and Harshani, 2024). Practical lessons were viewed to be more effective compared to the theoretical or lecture-based learning activities. The employees enjoyed the ability to learn the real service scenarios through training workshops held periodically (Sun et al., 2022). The training helped them to be firm and professional when managing their guests in a challenging situation. Learning in a structured way helped many employees to feel more motivated and satisfied (Freedman, 2025). Feedback indicated that training helped in giving understanding of how operations were conducted and the expectation of the services. Participants appreciated interactive demonstrations due to the involvement and enhanced general proficiency.

Figure 6: Employee Perceptions of Training Methods
Source: (Prabuddhini and Harshani, 2024)
During placement, it was observed that the staff participated actively in practise training sessions. The employees felt that the visual demonstrations and role-playing exercises heightened knowledge on service procedures (Bookingmaster, 2024). Employees stated that positive feedback provided by all levels of supervisor helped them to improve their performance and confidence much. Most of the employees believed that training promoted personal development and career advancement (Arun, 2020). Other employees claimed that short and frequent sessions were more useful in comparison to long workshops. The fact that trainers were friendly, tolerant, and ready to offer additional assistance was valued by the employees (Djajasinga et al., 2021). They were happy with regular instructions and support that they received in their training period. The practical nature of the programme made the process of learning interesting and easy to apply.
Some employees, however, complained that there were time constraints when it came to training schedules. Others said that sometimes the workforce was not large enough to take part in every session (Faraj et al., 2021). Some other people felt that the digital modules were not as interesting as the face-to-face learning processes. Some employees were of the opinion that training based on technology did not involve human contact and real-world scenario. In spite of trivial difficulties, the general training process proved to be helpful and encouraging to the majority of employees (Ali and Anwar, 2021). Numerous respondents stressed the idea that being supported by the management had a positive effect on their intentions to become active participants. Supervisors used positive reinforcement as an incentive to learn continuously and apply the skills learned regularly (Goaudits, 2023). Employees considered the training climate to be cooperative, accommodating and supportive of learning.
Finally, the methods of training were viewed by the employees as practical, relevant, and useful. Training increased confidence and enhanced communication and job performance in service operations (Belias and Trihas, 2022). Positive culture in learning was established in the department based on constructive feedback and supportive trainers. The general impressions showed a high rating on the effectiveness of the training system in service delivery.
[bookmark: _Toc212276109]4.1.3 Theme 3: Strategies to Enhance Training for Better Customer Service 
In order to enhance and improve customer service, training strategies and implementation processes should be regularly improved (Karatepe, Hsieh and Aboramadan, 2022). The contents of training must be in line with the day-to-day tasks of the employees and their operations. Revised programmes should have realistic simulations in order to reflect reality service challenges. The role-playing activities motivate problem-solving and collaboration among the staff members in the process of practising. These interactive methods also enable workers to be confident and flexible in the service scenarios that are not predictable (Yang, Luu and Qian, 2021). To reinforce previous training and learning, managers need to make sure that they conduct regular refresher courses. Constant evaluation will be applied to ensure that the employees put the learned skills to essential use in actual operations (Swain, 2024). Organised appraisals enable the management to quantify performance increases and aspects that need improvement.
Promotion of mentorship schemes helps in sharing knowledge between the old and new employees who have been hired. Older workers have an opportunity to show the proper conduct, service manners, and company norms (Moliner et al., 2021). Mentorship encourages teamwork and builds relationships in the workplace which results in improved outcomes of service delivery. The introduction of rewards and recognition systems encourages the employees to continue performing at high standards. Rewards like appreciation awards or certificates will promote good practises and commitment at work (Agyeiwaah, Dayour and Zhou, 2021). Providing an amenable work environment will contribute to the establishment of long-term commitment and job satisfaction among employees. Such efforts contribute to the rise of morale and the direct enhancement of the consistency of service delivery performance (Khalil et al., 2022). Workers that are subjected to frequent feedback become more engaged in training sessions and management programmes.
Due to the flexibility and accessibility of learning, digital and practical sessions enhanced by a blended learning method are beneficial (Chan, Gao and McGinley, 2021). Half-day online courses can be used to supplement practical training and strengthen the key service concepts. The training programmes ought to be based on the operational needs so as to prevent fatigue or inconvenience among the staff. A balanced schedule will give the time to all employees without interfering with the day-to-day activities. Trainees have to be asked to provide feedback to improve content and training delivery (Nguyen et al., 2021). This is a feedback-based strategy that ensures that training programmes are always up to date, effective and ever-upgrading. Cooperation between the trainers and departmental heads will ensure that training goals are achieved in accordance to business performance goals.

Figure 7: Strategies to Enhance Training
Source: (Yang, Luu and Qian, 2021)
Finally, the improvement of training should be associated with incorporation of innovative practises and regular managerial assistance. Such mechanisms as mentorship, blended learning, and recognition promote higher commitment and quality of service (Turčinović, Vujko and Mirčetić, 2025). Frequent appraisals would ensure relevancy, accuracy, and continuous development in training design. These strategies are well implemented to enhance customer satisfaction and competitiveness of the hotel in the long term.














[bookmark: _Toc212276110]4.2 Discussion
[bookmark: _Toc212276111]4.2.1 Critical Interpretation and Analysis 
The research results prove that the training of the staff at Leonardo Hotel has a strong impact on the quality of the provided services. Yoopetch, Nimsai and Kongarchapatara (2021) concur with the outcomes of these studies, as the authors report the same tendency in the hospitality industry. Yilmaz and ozgener (2021) however differ, and argues that training is not enough to guarantee uniform excellence of services. Similarly, this study reinforces the idea that lifelong learning maintains a performance. The involvement of the employees in training directly impacts the satisfaction, motivation and service retention. On the same note, Yang, Luu and Qian, (2021) concluded that employees appreciated the relevance of training and application of skills. Conversely, Wu, Wang and Ling (2021) underlines that the poor feedback systems prevent the overall learning results. This paper shows that positive feedback assists the workers in coordinating their efforts to the quality standards.
Leonardo Hotel is effective in combining both theory and practise as compared to the previous studies. According to the testimonies of the staff, demonstrations and real-life examples increase service comprehension. Verma (2021) concurs that experiential learning generates better retention among the employees in the hospitality sector. On the other hand, Turčinović, Vujko and Mirčetić (2025) states that theoretical frameworks are indispensable in organised understanding. This paper advocates the balanced approach that involves conceptual and applied learning activities. Results also support the conclusion that frequency and regularity of training have a direct relationship with the perception of service quality.
On the same note, the paper has indicated the necessity of motivation in the training process. According to Talukder et al. (2023), recognition programmes enhance the commitment of the staff to learning goals. Nevertheless, Swain (2024) does not agree and states that intrinsic motivation is more effective than extrinsic recognition. Similarly, this paper argues on both sides indicating that integration strategies result in the best outcomes. The analysis indicates that the structured programmes of Leonardo Hotel are in line with the customer satisfaction measures. Thus, the successful training is one of the key motivators towards better service excellence.
[bookmark: _Toc212276112]4.2.2 Addressing the research topic, research objectives and research question
The first objective was to look at the effectiveness of staff training programmes in enhancing the service quality outcomes. The results have shown that the performance and customer experience improvement is associated with structured and regular training. Sun et al. (2022) concurs with the view that the quality of training directly influences the consistency of customer service. Nevertheless, Singh (2021) does not agree with this statement and says that the employee attitude is stronger. Similarly, this paper indicates that the two factors play a dynamic role in service delivery effectiveness. Employees were competent in their job as a result of specifically designed sessions that enhanced the level of satisfaction to the guests.
Research Question 1 examined the impact of staff training on the overall service quality outcomes. Results showed that practical learning enhanced the speed of response and ability to solve problems. These trends were observed by Sheikh et al. (2024) in international hotels that had good training programmes. Sangpikul (2021) slightly disagrees and insists on the importance of cultural factors in the training reception and implementation. Comparatively, this research paper recognises customization of training as critical towards transformation of services positively. Feedback and evaluation systems will make sure that the learning outcomes are operational hotel standards.
Question 2 and objective 2 explored how the employees perceived the methods of training in food and beverage. The results revealed that staff enjoyed departmental interaction and mentorship. Rodriguez (2021) concurs with the fact that social learning improves cooperation and effectiveness of teamwork. Ratan, Uniyal and Sharma (2022) however are of the opposite view that structured modules yield higher knowledge retention results. Similarly, this paper upholds blended learning that entails having formal modules and peer collaboration. Thus, the findings show that Leonardo Hotel manages to combine different learning styles to achieve success.
The third question and objective 3 was aimed at suggesting measures to be taken to improve training on customer service delivery. Results put emphasis on frequent assessment and employee performance feedback in improvement. Rabiul et al. (2021) concur that adaptive training reinforces the commitment and retention rate of employees. Prabuddhini and Harshani (2024) substantiate the findings, mentioning that similar advantages are observed when similar hotel activities are involved. The synthesis of facts proves that structured, yet elastic training is the key to its sustainability in providing excellent services.
[bookmark: _Toc212276113]4.2.3 Exploring Implications 
The implications of the study have a number of recommendations on how the hospitality performance and service quality can be improved. The results show that employee training leads to customer satisfaction, retention, and stability in operations. Such insights can be used by Leonardo Hotel to perfect the current programmes and assessment techniques (Perez and Apritado, 2022). Continuous professional development should be the priority of the training departments to sustain the competitive advantage and excellence. The use of feedback systems will maintain a balance between the customer satisfaction measures and the training outcome. Also, mentorship and leadership engagement should be encouraged to facilitate long-term skills transfer in departments.
	Implication
	Explanation

	· Staff training improves guest satisfaction and overall service quality.
	· Employees apply skills consistently, enhancing hotel performance effectively.

	· Continuous development programs maintain operational excellence and competitiveness (Perez and Apritado, 2022).
	· Regular updates support staff adaptability and improved efficiency.

	· Feedback systems align training with customer satisfaction objectives.
	· Evaluations identify areas needing improvement promptly.

	· Digital learning modules enhance engagement and accessibility.
	· Technology enables flexible, interactive, effective training (Rabiul et al., 2021).

	· Leadership involvement supports skill transfer and performance.
	· Mentorship strengthens teamwork and knowledge sharing.



Park, Lee and Back (2023) endorse the idea that accessibility and engagement may be increased by incorporating digital modules. In the same way, Papademetriou, Anastasiadou and Papalexandris (2023) also note that technology-based adaptive programmes improve the efficiency of individuals. Thus, the use of flexible and individualised learning tools may reinforce the training results of Leonardo Hotel. On the whole, the research suggests that specific development initiatives will continue to be a key to uninterrupted excellence.
[bookmark: _Toc212276114]4.2.4 Acknowledging Limitations 
This research paper also considers some of the limitations which may affect the applicability of findings. The study was only restricted to the operations of the food and beverage department in Leonardo Hotel. As a result, the outcome might be not the depiction of the experience within other divisions or branches of the hotel. The time factor also restricted the involvement of more employees, hence, possible diversity in the responses obtained. Also, the subjective bias in participant ratings and feedbacks can be introduced due to self-reporting data. According to Nguyen and Malik (2021), sample sizes increase the validity and comparability of results. Likewise, Nguyen et al. (2021) concur that mixed methods may be in a position to capture wider insights in an organisation. Irrespective of these shortcomings, the results are useful in management improvement guidelines.
[bookmark: _Toc212276115]4.2.5 Areas Critical to Hotel Operations 
There are a number of key areas that were found to be vital in enhancing the operations of the hotels. Constant training assessment and gathering of employee feedbacks are of great importance in quality maintenance. Leadership engagement will make sure that training programmes are in line with customer service aims and targets (Nathania and Sandroto, 2022). The implementation of mentorship programmes must be extended to build team work, confidence, and cross departmental communication. The incorporation of technology might also promote access, flexibility, and efficiency in the training delivery systems. Moliner et al. (2021) concur that regular skills refresh the brand image and loyalty. This point is supported by Mohsin, Brochado and Rodrigues (2022) who suggest investing in the development of the human resource on a long-term basis. Having structured but innovative programmes will ensure that there is flexibility in changing hospitality settings. These are the areas where Leonardo Hotel is still vulnerable in the aspects of its operational success and future competitive sustainability.

	Area
	Explanation

	Continuous training evaluation
	· Ensures service standards remain consistently high across departments.

	Employee feedback collection
	· Supports adjustments in training content and implementation strategies.

	Leadership participation
	· Aligns training objectives with customer satisfaction and hotel goals (Nathania and Sandroto, 2022).

	Expanding mentorship programs
	· Promotes teamwork, communication, and professional growth effectively.

	Technology integration
	· Enhances adaptability, accessibility, and efficiency within training processes.
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[bookmark: _Toc212276117]5.1 Conclusion 
The study was meant to assess the effectiveness of staff training in Leonardo Hotel in a holistic manner. The results showed that well-developed training programmes had a great positive impact on the achievement of positive outcomes in service quality. The Food and Beverage department employees were more skilled and professional. Improved service knowledge and confidence also were directly transferred into improved customer satisfaction ratings in general. The research found out that continuous training of staff fosters commitment, motivation and better performance. Smooth learning programmes have resulted in an enhanced organisational culture and excellence in service. The hands-on sessions were cited by employees as assisting them in learning the expectations of the guests. Near-perpetual improvement gave them the strength to go through changes and guarantee the achievement of consistent performance outcomes.
The training was also observed to elevate team work, coordination and communication between the staff. This type of cooperation enhanced productivity and reduced delays in service delivery during the peak operational times. It was also found that employee turnover is minimised by structured programmes that are conducted in research. Training was found to be satisfying among staff when it was done with regard to career development and performance reward. The results revealed that Leonardo Hotel uses some contemporary and conventional training methods. Workshops, mentoring, and e-learning were combined together to enhance the balance between theory and practise. Such interactive learning tactics enabled the employees to put the learning into practical situations. Consequently, the general service quality and consistency have increased throughout the department significantly.
The maintenance of effectiveness of training activities depended on assessment and feedback system. Positive feedback helped the employees to know areas that required improvement and the expectations of performance. Frequent evaluations encouraged employees to work on themselves and excellence in service delivery. The role of the management in the evaluations promoted responsibility and alignment with the organisational service standards. The other important finding was on the significance of motivation in the training environment. The positive learning attitudes were facilitated through recognition and reward programmes among the Food and Beverage staff. The recognition of efforts and training successes by the management in front of the employees were seen as important to them. This feeling of appreciation boosted dedication and motivated to perform service better regularly.
Nevertheless, the research showed that there are some weaknesses in training strategies and planning. Sometimes limited resources and time curtailed the involvement of the employees in complete programmes. Other employees favoured lenient online alternatives because of the problem of shift scheduling and workload. The study implied that using multi-faceted approaches may improve access and attendance to training. The investigation also revealed that the overall performance of training depends on the perceptions of the employees. Motivation and the levels of engagement are boosted when employees feel that training is applicable. On the contrary, lack of clarity in the training or lack of purpose will establish a huge drop in enthusiasm amongst participants. Thus, content relevance is also vital in the realisation of desirable learning and service outcomes.
One of the major findings was the relationship between the quality of training and the satisfaction outcome among customers. The customers viewed skilled employees as more professional, attentive and efficient in-service provision. The guest experience was positive, which resulted in more repeat bookings, better reputation, and retention of loyalty. As a result, proper training was a direct cause of the financial and operational success in the hotel. Another finding of the research was that continuous improvement plays a significant role in ensuring service excellence. The content of training should keep up with the trends of the industry and customer demands. Leonardo Hotel must thus keep up with the new trends in the hospitality industry and apply them efficiently. This strategy will maintain competitiveness and maintain uniform standards of high standards of service delivery.
The research tools adopted in this study were useful in establishing in-depth knowledge. The case study approach presented an opportunity of a comprehensive understanding of the training activities in Leonardo Hotel. The availability of secondary data gave credible, diverse, and reliable sources of information in the industry. This methodology made sure that the results are supported by the available evidence and theoretical knowledge. The primary data was however not available and this made the first-hand staff perspectives restricted. Lack of time and resources limited the investigation of larger comparative case studies. The use of secondary resources at times decreased the accuracy of context in the specific departmental practises. These shortcomings notwithstanding, the methodologies adopted were able to deliver the research goals in an effective and efficient manner.
Lastly, the general conclusions included the fact that training is equally beneficial to the employees and management. The staff will acquire great professional skills, whereas the management will enjoy better operational results and efficiency. Through proper training a pool of workforce that is flexible, responsible and dedicated is developed. Thus, professional development should remain one of the strategic investments of Leonardo Hotel.
[bookmark: _Toc212276118]5.2 Recommendations and Practical Strategies 
Some of the recommendations based on the findings of the research and the observations during the placements were made. These plans are aimed at enhancing training performance, staff motivation and customer service delivery results. The adoption of these strategies will facilitate consistency in the operations and increase the competitive edge of Leonardo Hotel (Mann et al., 2024). The recommendations are all geared towards enhancing learning, motivation, and involvement of management in the organisation.
Implement Continuous Learning and Refresher Training: The constant learning will keep the staff competent and fit to the new service demands. The periodic update of the training helps to consolidate the necessary knowledge and increase the overall level of professional performance (Made, 2025). Workers acquire the advantage of a regular experience with the changing tastes and business operations. Refresher programmes make employees use acquired knowledge effectively in service in the day-to-day life. These sessions enhance the confidence, accountability, and flexibility of the employees in challenging operational contexts (Lin et al., 2021). Formal training programmes are also beneficial in enhancing uniformity and lessening performance differences among employees within a team. On-going professional development increases sustainable excellence and encourages innovation within the hospitality setting.
Develop a Digital Learning Platform: An online solution enables flexible learning to workers who have rotating shifts. Training modules can be studied online by the staff at their convenient times (Huang et al., 2020). Digital systems have the ability to document the advancement of the employees and provide customised learning based on performance. Technological integration also results in uniform access and effectiveness of various levels of operation. This approach minimises time limitations and keeps the employees occupied at all times (Kumar and Talukder, 2024). Digital learning is also beneficial in terms of developing skills independently and improving the responsiveness to technological changes. Such systems upgrade the training system of Leonardo Hotel and help to enable organisational innovation.
Strengthen Feedback and Evaluation Systems: Good feedback systems are used to make training meet its goals and quantifiable performance results. Positive assessments give the employees an understanding of their strengths, weaknesses, and areas of improvement (Khalil et al., 2022). To make sure that the perspective is balanced, supervisors, peers, and management should be involved in regular evaluations. Open communication increases trust and promotes responsibility in all the functioning departments. The feedback cycles should be regular to encourage continuous improvement and enhancement of service quality delivery in general. Recurring challenges are also discovered during the performance review and can be used to help the management refine training materials (Karatepe, Hsieh and Aboramadan, 2022). An organised assessment plan will keep learning on track with the corporate objectives and expectations. Enhanced feedback mechanisms hence enhance employee participation, productivity and individual organisational learning potential.
Encourage Mentorship and Leadership Involvement: Mentorship programmes are programmes where senior employees are assigned new employees to who they mentor. Mentors have experience, spread it in practise, promote professional conduct, and enhance the overall consistency of service (Jordan et al., 2024). The involvement of the leadership indicates the involvement of management in the development of the workforce and excellence. This mentoring has resulted in a better communication, sharing of knowledge and working as a team in the Food and Beverage department. Mentor-mentee sessions are conducted on a regular basis to make sure employees get a personalised feedback and encouragement. The process develops trust, involvement and dedication in the staff members who are involved (Jabeen, Zaidi and Dhaheri, 2021). Employee motivation to grow and take up internal career progression opportunities is also facilitated by the leadership involvement. There is a robust mentorship system that facilitates retention, morale and work effectiveness within Leonardo Hotel.
Integrate Motivation and Reward-Based Training Schemes: Motivational rewards are essential towards encouraging active involvement of the employees. Exceptional training and performance results can be recognised with the help of recognition programmes, awards, or bonuses (Im and Kim, 2022). Reward systems also provide positive learning environment which boosts employee morale. When success is acknowledged to them in the open, employees feel important and work towards perfection. Incentives financial and non-financial enhance participation and motivate learning to be a regular occurrence. Reward based programmes also minimise the turnover by making one feel satisfied and loyal at work (Huang et al., 2020). The strategies can be used to make training a treasured and inspiring organisational culture. Constant motivation makes sure that employees are not bored of learning and performing at high levels.
These recommendations will provide a firm with the ability to implement more staff and enhance customer satisfaction. Mentorship, constant training, and digital learning promote long-term growth and improvement of performance (Hassanein and Özgit, 2022). Improved evaluation systems can be used to aid in accountability, consistency, and evidence-based management decision-making process. The reward schemes and motivations will ensure engagement and low rate of staff attrition. All these tactics are in line with the mission of Leonardo Hotel to deliver the best hospitality experiences (Harif, Nawaz and Hameed, 2022). An all-inclusive training culture will improve the efficiency of operations, the welfare of the employees, and the competitiveness of the organisation in the long run. The investments in training will help Leonardo Hotel to be adaptive, innovative, and customer-oriented at all times.
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Impact of Staff Training Programs on Service Quality Outcomes 


Training improved technical and interpersonal skills.


Staff performed duties with greater accuracy.


Enhanced teamwork reduced operational delays effectively.


Continuous learning increased confidence and service awareness.


Training positively influenced customer satisfaction and loyalty.



Practical sessions improved skill retention.


Training enhanced confidence and professional performance.


Interactive demonstrations encouraged participation effectively.


Overall perceptions of training were positive.


Constructive feedback strengthened motivation and engagement.



Strategies to Enhance Training 


Align training with daily responsibilities.


Implement realistic simulations and role-playing.


Encourage mentorship for knowledge sharing.


Introduce recognition and reward systems.


Combine digital and practical learning.
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