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[bookmark: _Toc432757337]Abstract
The following research will evaluate staff training approach including the impact on the hotel operations with specific focus for case study of Holiday Inn Sunderland Hotel. Only secondary data will be used and exposed through critical reflection of hospitality literature reflecting management and service of the industry, by highlighting SWOT and PESTLE analysis frameworks exposing findings in the appropriate context. The aim of this research is to debate staff training methods, and the effectiveness, extracting and evidencing staff influence on service delivery and quality, retention of the employees, operational performance and modalities for the hotel performance enhancement. 
Specifically, North-East regions of the UK, hospitality industry, are encountering problematic challenges related to high staff turnover, market labour, and lower capability to exceed or meet guest expectations based on staff skill shortages. Referring to Holiday Inn Sunderland, is situated in city centre with a dynamic environment, 120 rooms, modern and relatively refurbished, although the hotel has high potential, evidence found will highlight the need for robust staff training to maintain and exceed the operational efficiency and customer satisfaction. Expert opinions, studies and frameworks that will be exposed in the literature review chapter will relate the connection between KPI and staff training options with positive impact on revenue, reputation, staff engagement and customer satisfaction. The training options suggested including blended learning approach, e-learning, shadow teaching, mentoring, practice learning, performance and continuous upgrading learning patterns will highlight the benefits, including sustainable positive outcomes.
Relating to methods of research, using case studies obtained from industry reports, statistics, hotel websites, academic literature using expert writer opinion, the research will leverage secondary data sources. To enhance understanding, analysis will be contextual through diverse sources of data. However, limitations are related to generalization of the subject, extracting subject data attributed to the content. The analysis of frameworks suggested will evidence the factors macro-environmental interfering with Holiday Inn Sunderland. In contrast with first analysis, on second part, SWOT will expose the threats and opportunities alongside weaknesses and strengths to provide a deeper understanding of upcoming recommendations. 
Through findings, training and development options will be presented as enhancements to contribute to improved service quality, employee engagement, service quality, and consistency. The discussion will conclude with the need for technology and training options that involve continuous feedback on investment in employee training as an essential part to gain competitive advantage through the industry. Ending with recommendations for the hotel to enhance digitalization with evaluation metrics through strategic objectives using implementation and improvement of current practices.
The analysis of staff training using rigorous research and studies will provide a clear approach for their practical future strategy that contributes to workforce enforcement and lower turnover rates.
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[bookmark: _Toc672051268]1.1 Context Research
The industry of hospitality objective is related to business success through impeccable customer service and unique experience correlated to reliability of human capital. United Kingdom is on third place for the largest employer sector specifically private, enhancing development and economical regional activity (Murray, 2025). Despite the above positive impact, the industry is confronting with high staff turnover, particularly since Brexit and COVID-19 resulting in skill shortages, limited guest experience impacting business revenues. Studies show a higher impact in North-East areas of England such as Sunderland location.
Holiday Inn Sunderland is part of InterContinental Group (IHG) with a complex and well-defined potential in the industry. The hotel was open in 2022, with 120 rooms, strategic location in the city centre close to all main transport including train and centre amenities. The operational success of the hotel hinges on community engagement, high-quality service, clear recruitment processes and guidance (Holiday Inn, 2026).

[bookmark: _Toc1159403597]1.2 Aims and Objectives
The aim of the following research is to expose the strategies of the hotel in regards operations and approaches used for training their staff guided by the following objectives:
· Analysing obtained evidence linked to operational development linked to staff training for the hospitality industry
· Evaluating training approaches used by Holiday Inn Sunderland such as mentoring, e-learning, shadow training, onboarding.
· Assessing KPI related to retention, revenue, guest satisfaction levels, quality and impact of staff training
· Correlating SWOT and PESTLE frameworks using hotel context for strategies in training through micro and macro-environmental terms
· Identifying limitations and current challenges related to staff training using secondary data and hotel placement to draw conclusions and discuss issues observed
· Evidencing recommendations based on expert opinions for staff training performance and development through current operational performance of Holiday Inn Sunderland.

[bookmark: _Toc228141923]1.3 Question from Research:
How to implement and optimise the training outcomes through strategies using current challenges of hospitality sector and how are the hotel operations of Holiday Inn Sunderland influenced by approaches of staff training?
1.4 Research Structure
· Literature Review: Secondary data research focused on theory, management, staff training, impacts and research gaps using critical analysis of the existent studies and findings.
· Method: Methodology extracted from obtained data discussing limitations and strengths of chosen subject providing overall view of the case study selected.
· Discussion and findings: Critical analysis of exposed data presenting objectives and theme selected correlated to staff training using contextual evidence related to Holiday Inn Sunderland
· Conclusion: Summarising essential findings and extracting key points from presented research
· Recommendations: Practical recommendations extracted from expert opinions for hotel performance improvement from staff training perspective
· References: Harvard style references using guidelines provided and demonstrating vide academic research from credible sources
[bookmark: _Toc932901185] Literature Review
[bookmark: _Toc679892765]2.1 Hospitality Staff Training using Theorethical Frameworks
Especially for hospitality sector, staff training plays a crucial role in the Human Resource Management (Zainon et al., 2020). The level of training can be observed through overall performance of a business, organisational skills, effective work processes, competences, skills and staff knowledge. From theoretical perspective, models for staff training include:
· Social Exchange Theory: Ward and Berno (2011), sustains that Loyalty and performance development depends on reciprocal commitment of the organisation towards employee and vice-versa, resulting in organisational support for training and development, providing necessary tools that allows employees to achieve their needed levels of knowledge enhancing business success.
· Human Capital Theory: According to Marginson (2019). the benefits of the investment in staff training can be seen in new competitive advantage obtained, increased level of productivity, innovation, revenue and reputation of the business.
· Four-Level Model of Kirkpatrick: Is considered a framework based on metrics where business performance is linked to training levels, evaluating continuously the effectiveness of training using four levels such as results, behaviour, learning and reaction to establish outcome of provided training (Alsalamah and Callinan, 2021).

The above presented frameworks can be considered as strategic objectives for the operational needs of the organisation.

[bookmark: _Toc818164216]2.2 Staff Training Impact and Evidence
The following research is made to demonstrate the connection between KPIs and effective staff training for hospitality industry highlighting the positive impact:
· Customer Satisfaction and Quality Service: A proposed solution is addressed by Waganimaravu and Arasanmi (2020) highlighting that high-trained staff can deliver unique customer service increasing customer satisfaction, reputation through positive reviews and endless benefits, however “continuous team and individual training provision” (Waganimaravu and Arasanmi 2020) is one of the crucial parts of the training to obtain long-term results.
· Financial Development and Effective Organisational Operations: Operational consistency, financial development and reduced errors are highly correlated to investment in training (Sedakova, et al., 2023). Using metrics like Average Daily Rate (ADR), Revenue per Available Room (RevPAR) and customers rating, organisations can obtain clear metrics to find areas for improvement and training interventions needed to appropriately assess the issues discovered (Gomes, et al., 2025).
· Retention and Engagement of Employees: As suggested by Pekersen and Tugay (2020), employee morale is enhanced through training, as employees obtain a better understanding of business needs and importance, obtaining job satisfaction, increasing retention through training opportunities and future positions offered based on performance mitigating the current situation of high turnover.
[bookmark: _Toc1078205159]2.3 Hospitality Training Options:
In this chapter of literature, a variety of training options used in different parts of the industry to create competitive advantage will be explored bellow:
· Cross-Training: To enhance teamwork and increase flexibility, staff are encouraged to learn different roles and understand tasks required. Such training allows organisations to fulfil business needs when dealing with operational demands enhancing employee productivity and trust    REF
· Digital e-learning: To change standardized training into digital training models that offer flexible learning, repeatable modules to enhance knowledge, adapted on business demands and necessities creating digital experiences through visual exercises (Clifford, 2021).
· Guidance and Onboarding: To facilitate integration, knowledge of culture and policies for newbies using well defined programs for faster productivity (Zhang and Mouton, 2024).
· Peer Mentoring / Shadow: To assimilate and facilitate knowledge by pairing new members with experienced members enabling them to adapt to operational requirements (Fisher, et al.,2020).
Blended learning is considered as an opportunity to obtain faster results on productivity, increased confidence for employees and a great start in achieving “standards of excellence” (AdvanceHE, 2026).
[bookmark: _Toc1955849541]2.4 KPIs, Metrics and Impact of Training
· KPIs: Customer loyalty levels, rating obtained for quality service and guest satisfaction, turnover level, productivity indicators
· Four-Level Model of Kirkpatrick: 
Satisfaction of the employee through training (Reaction)
Knowledge achievement (Learning)
Practicing skills obtained through training (Behaviour)
Impact on business reputation and revenue (Results)
· Impact of Training: Measured through surveys, meetings, one-to-one meetings, performance checks and refresher training sessions to establish effectiveness of training (Alsalamah and Callinan, 2021).
[bookmark: _Toc963078579]2.5 Literature Gaps and Research
Although the benefits of training are impacting positively the industry, certain limitations are founded:
a. Longevity: Limited evidence of long-term outcome of trainings as the majorities of studies shown a short period of time for training
b. Methodology: Limited on secondary data extraction with inability to obtain full transparency of the data explored above
c. Context: Findings exposed are generalised from expert opinions and not referring specifically to Holiday Inn Sunderland.
[bookmark: _Toc943399092] Method
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The approach for this case study is exploring complex contents of Holiday Inn Sunderland related to staff training, integration of analysis using numerous, different data sources by examining the insights of the business using data founded and organisational processes addressed and adapted to real-life situations.
Case Study Strengths and Advantages
· Context Data: extracted from business reports, customer feedback, general industry observations through academic sources
· Exploration: examination of context data by extracting factors from Holiday Inn Sunderland and adapting context to the industry as a whole
· Theory: using SWOT and PESTLE from academic sources, extracting important and relevant information from Holiday Inn Sunderland and Holiday Inn as an organisation (IHG)considered as advantage being a chain, to obtain real-life situations and subjectivity that facilitate the refinement of theories
Limitations
· Time and Resources: Focused on secondary data, highlighting that primary data require significant amount of time and resources to complete and collect a variety of data and obtain a comprehensive case study
· Bias Research: The engagement specific for the hotel proposed may produce transparent results and subjectivity
[bookmark: _Toc1693545484]3.2 Research using Secondary Data
· Industry Reports like Hospitality Report (2024); IHG Development Report (2023).
· Government Data with referral to business rates, migration, budget, laws and regulations.
· Company Reports extracted from IHG
· Websites like Holiday Inn, credible blogs on how to train staff, learning tools from Advance HE.
· Online Reviews like TripAdvisor, Trustpilot, Experia
· Academic Sources like Baum (2019), Clifford (2021), Alsalamah and Callinan (2021), Marginson (2019).
· Statistics like Statista 
Secondary Data Strengths:
· Efficiency: fast access to multiple data sources by covering the necessary aspects of business operations related to training
· Comparation: using different expert opinions, compare-and-contrast suggestions are obtained 
· Cost: the expenses of secondary data comparing to primary data are significantly reduced
· Credibility: using school guidance secondary data can be triangulated by excluding non-credible sources and focusing on credible, essential sources for information extraction
Limitations
· Reliability: although specific research is made, multiple data obtained is generalized, focused on the objective for staff training to obtain applicability  
· Date: context findings may not be currently reflective as hospitality is evolving.
[bookmark: _Toc1710379740]3.3 Frameworks used for Analysis
· SWOT Analysis: to sustain the decision-making process, strengths and weaknesses versus opportunities and threats will be assessed (Phadermrod, Crowder and Wills, 2019)
· PESTLE: to understand factors that affect Holiday Inn Sunderland using Political, Economic, Social, Technological, Legal and Environmental factors (Marmol, et al., 2015).
[bookmark: _Toc1047700846] Findings and Discussion
[bookmark: _Toc1722536987]4.1 Hotel Operations, Profile and Context: Holiday Inn Sunderland
Holiday Inn Sunderland is a modern hotel that opened in 2022 with a lobby-concept that allow guests to feel comfortable while waiting. The feedback obtained from TripAdvisor (2026) and Trustpilot (2026) suggests that guests feedback is the majority focusing on cleanliness of the rooms, the location that is convenient as close to all main shops and parking areas and the level of friendliness offered by staff of the hotel. Further founded information from Expedia (2026), suggests that management are proactive in responding and improving the overall operations of the hotel using guest experiences and comments, reflecting a service-oriented environment using guests for performance enhancement. Despite the positive side mentioned above, other feedback sections from TripAdvisor (2026) and Trustpilot (2026) highlight the challenges of the hotel regarding busy peak-times such as check-in and out times, breakfast and dinner that indicate staff limitations and staff shortages caused by fluctuating demand. However, is important to mention that most hotels are dealing with the same situation associated with staffing limitations and short time increased demand (Iliescu, 2026).
[bookmark: _Toc643045765]4.2 Dynamics and UK Hospitality Employment 
Since Brexit and COVID-19, hospitality industry is facing a higher staff turnover challenges ending in employments of over 3.5 million people and increasing the annual nation economy with £93 billion (UK Hospitality, 2026). The employment rate of Sunderland is 72.4% lower than average and 24.8 % of economic inactivity (Office of National Statistics, 2024). From the above figures same source confirms the importance of intensive training completion and the necessity of skilled staff as a retention strategy.
[bookmark: _Toc1404588753]4.3 Holiday Inn Sunderland – Staff Training
· Guidance and Onboarding
As Holiday Inn is IHG member, the hotel benefits from specific training guidelines with incorporated onboarding structured process that include service culture, policies, regulations, job descriptions, operational training, health safety induction, customer service practice frameworks, best practice, brand values (IHG, 2023). All the procedures mentioned for onboarding process are aligning to a structured process that reduce turnover, enhance productivity and increase confidence of the future employees (Baum, 2019). Furthermore, the elements suggested for onboarding process provide a stronger organisational commitment, a higher service quality and smoother integration of new members of staff (Wang and Cheung, 2024).
· Digital e-learning
As hospitality sector is continuously evolving, Holiday Inn adopted a management system for training (LMS) to increase development and to deliver brand learning personalised on organisation demands (IHG, 2023). The interactive modules can be accessed from a variety of devices including tablets or mobile phones enabling flexibility, efficiency and easy access to any module to ensure that staff can constantly and instantly access the desired module for any department during shifts (Schinkten, 2021).
· Peer Mentoring / Shadow
The hotel has structured mentoring and peer shadowing practices aligning with the industry standards (IHG, 2023). Mentoring and peer learning are strategies used by numerous places of the industry to obtain skill and knowledge transfer and a better assimilation of the hotel environment and tasks, hence mentoring is considered as an effective measure to improve confidence of the employees, performance, service quality and retention using collaborative and problem solving approach (Allen, et al., 2008). This type of practices became essential in hospitality for operational demands and to obtain multi-skilled employees capable to adapt and resolve problems, developing a healthy workplace culture (Marques, et al., 2025).
· Cross-Training
This type of approach is particularly used to develop a multi-roles employee, increasing resilience when dealing with staff shortages or increased demands (Schrod, et al., 2025). In previous paragraphs, extracted from customer feedback of Holiday Inn Sunderland, could be observed that the hotel is dealing with pressures on peak periods and specific times with increased demand. To enhance workforce, improve consistent service and efficiency, multi-skilling can decrease pressures, covering gaps as colleagues from different departments could maintain other departments service during busy periods becoming a key role to obtain cross-trained staff for sustaining smooth operations (Aydin, 2020).
[bookmark: _Toc1606036551]4.4 Staff Training Impact on Operational performance
· Considering reviews of Holiday inn Sunderland in comparison with management responses, both are indicating a high level of satisfaction including “knowledgeable, friendly, smile, active staff” (TripAdvisor, 2026). Kandampully, Zhang and Bilgihan (2015), suggest that interpersonal skills, employee competences and behaviour are central factors that determine guest satisfaction, hence, training programmes that shape service and behaviour are highly contributing to unique guest experience. Furthermore, all positive reviews are recognised as key factors that increase customer loyalty and customer choice, participating to hotel reputation and supporting their operational performance (Xie, et al., 2014).

· Retention and Engagement
Public data found on Statista (2023) suggests that UK hospitality has a high turnover showing up to 52% of hospitality workers leaving the industry and 32% planning to change their job in five years. To mitigate and help the high rates of current turnover rates of the industry, multiple expert opinions like Baum (2019) and Suhaimi et al. (2018), suggest that employees can achieve a high level of confidence, improved skills in problem solving abilities, stronger commitment for the business and increased loyalty by offering regular report based on their training, celebrating their success, investment in their career development by offering work opportunities within the organisation and healthy working relationships. The writers highlight that such actions will reduce their intention to leave, feeling more valued, increased morale and better productivity and consistency.
· Financial Impact and Efficiency
The Annual Report from IHG (2024) suggests that Holiday Inn has financial increase to operating profits by 15%, however, there is no specific data related to Sunderland to understand the effectiveness of training and factors of impact. Debating the same subject, research in hospitality sector highlighting Salas et al. (2012) who sustains that by equipping staff with all the necessary skills to perform the tasks and by increasing standards in operational efficiency through structured training, the revenue of a business is achieved confidently. In contrast with the above, Husnain et al., (2025), argues that no results can be achieved without strict implementation of the intended training and tracking of the employee development by reinforcing guest experiences following current hospitality trends and consistency of the proposed operations.
· Challenges and Observations
Despite the list of endless benefits presented above, challenges like resources, limitation of budgets, low customer turnover and regulation pressures restrict directly the implementation or implications for training options (Guo, Zheng and Lin, 2025). The issue is often present in most of hospitality sector where development strategies are variable, meaning that implementation of training initiatives involves multiple learning approaches to upskilling employees (CIPD, 2022). Furthermore, unpredictable demands, guest fluctuations, shortage of staff on shift and daily challenges that create instability, creates higher pressure for management being difficult to fulfil immediate business demands and staffing needs (Lulu, 2023).
[bookmark: _Toc347683269]4.5 SWOT and PESTLE Analysis Frameworks
[bookmark: _Toc326045924]SWOT Analysis for Holiday Inn Sunderland 
· Strengths: Strategic location close to all main transport links in city centre and modern location (Holiday Inn Sunderland, 2026). Member IHG (2026) that allows the hotel to obtain global recognition, benefiting from online training platforms, operating, structured business procedures that enhance service delivery. Customer reviews that suggest a strong and healthy working culture, friendly and professional that can be seen as a positive impact in business online reputation on different platforms such as TripAdvisor (2026), Trustpilot (2026), Expedia (2026) and other review websites.  
· Weaknesses: Although the hotel benefits from the support of IHG there are operational challenges highlighted in customer reviews related to reliability of service in peak times, breakfast, check in and out mentioned in previous paragraphs and further websites like Kayak (2026). Furthermore, Gajic et al., (2023) suggest that budget constraint is limiting the development of the opportunities created through training, impacting directly the effectiveness of learning.
· Opportunities: Customer feedback can be used as an advantage to redefine operational efficiency using service analytics and increase loyalty (Cleveland, 2022). On same subject, Cross-training can be used for peak periods and daily staff shortage with unexpected increased business demand, providing flexibility and increasing customer satisfaction levels (Zawadzka, et al., 2026). Additionally, the increased demand for sustainability and customer preference including the willingness to pay for sustainable experience is another opportunity that Holiday Inn could use for their sustainability commitments (Rani, et al., 2024).
· Threats: High turnover on staff and labour shortages around hospitality industry is still impacting negatively the industry, increasing recruitment costs and affecting the consistency of service (UK Hospitality, 2026). Inflation rates, economic uncertainty and spending fluctuations can impact the occupancy level and pricing (Xie et al., 2017). Furthermore, Ai robots reducing human labour and aggressive automation of services could create financial constraints and loss of customers as current trend requires human touch and unique guest experience expectations (Kim et al., 2024).
[bookmark: _Toc1374002512]PESTLE Analysis for Holiday Inn Sunderland
· Political: Training budgets and cost structures for hotels have all been directly affected through Apprenticeship Levy and National Living Wage as business rates, imposing new requirements compliance (UK Hospitality, 2025). Furthermore, 2025 Budget confirmed that temporary reliefs offered through pandemic have been reduced, resulting in higher rates and lowing multiplies and creating uncertainty for numerous properties from the industry (Gov Uk, 2025). On same side, Framework of National Policy for Licensing that was introduced in 2025 with the scope to modernize licensing and planning requirements, providing easier modalities to expand and operate in hospitality sector by providing a flexible license support, however, imposing strict training and compliance for customer service (Witts, 2025). This information is particularly important for the area of Sunderland as other businesses could open a flexible business with diverse revenue. Another aspect is Brexit and labour around hospitality sector. Since the introduction of the immigration systems and the travel difficulties encountered by foreigners that for many years have successfully fulfilled the frontlines roles of numerous hospitality businesses with a total of 19% over the whole industry, equivalent to 5.75 millions of employees (The Migration Observatory, 2025), many of them have returned to their country or have limited visa schemes, resulting in new roles where businesses have to upskill and train new workers and invest in low-skilled existent roles. As a further impact, compliance with new regulations and licensing requirements including updated training, upskilling and onboarding, IHG (2025), confirms that all hotels in partnership will have extensive support that enables fair working practices, development and sustainable growth respecting the standards and regulations from the government.
· Economic: In October 2022 the inflation was reaching to 11.1% for food and beverage and increased to 19.1% by March 2023. Energy cost raised by 92% since 2021 with minor moderation, however, high comparing to previous years before pandemic (McGlynn, 2025). Staff shortages for the industry are still a persistent challenge with over 132k of work roles in 2025 and the higher pressure based on migrant labour reliance contributing negatively to existent turnover and increasing the need for benefits and compensation on the industry (Oxford Economics, 2025). Approaching local economy of Sunderland, currently the area is facing a high level of unemployment and lower wage average compared to other regions of UK (ONS, 2025), resulting in high need of investment in training by Holiday Inn Sunderland. Continuing with IHG strategy to overcome the above, the company suggests that they have integrated measures for energy conservation and carbon reduction, emphasizing their operational efficiency through cost control and measures described (IHG,2024).
· Social: The key demographics from Statista (2022) suggest that was a high reliance on language skills, qualifications and experience, however, with high reliance on existing workforce and notable, specific gaps in tourism and parts  of the sector as many businesses are unable to meet staff salary expectation costs (Statista, 2025), resulting in existing, current gaps in staff shortages and increased staff turnover. Work-life balance and sense of stability is highly valued and became significantly important within hospitality staff. Multiple employees refuse to accept last-minute changes in their established shifts, unsocial hours and minimized career opportunities that increase the dissatisfaction level and impacting turnover (Sun, et al., 2023). Since pandemic, most hospitality businesses have included specific modules for self-care, resilience and workplace to help their staff in dealing with stress level and wellbeing like IHG (2026).
· Technological: Hotels with Smart concepts can anticipate their customer needs using robust data, keyless and digital check-ins enhancing convenience and reducing physical contact. Ai chatbots with incorporated GDPR used for automated service in customer support and multilingual communication are all technologies that reduce human workload allowing them to focus on unique interactions and requests (McDowell, 2025). Learning Management Systems (LMS) that IHG provides includes a generous number of online courses all developed for upskilling and blended learning by facilitating compliance training and continuous career development (IHG, 2024). To enhance their efficiency and sustainability, the company owns IHG Green Engage platform, a technologic tool that monitors energy performance and consumption in real-time leading to waste reduction and increase their level in sustainable actions (IHG PLC, 2026). 
· Legal: Employment Rights Act 2025 (Gov, UK, 2025), have a significant impact on hospitality industry including the predictability of shifts and guaranteed hours law as employers must offer a minimum of guaranteed hours, providing shift notice and compensate employees for cancellations given in short notice. More insights of the law above include family leave and extended sick payment, gratuities and tips that must be transparent and registered under HR policies. All the changes above lead to further investment in management training, documentation and employee communication for compliance. Health and Safety Act impose new requirements for hospitality industry to strengthen the safety culture, staff training and measures of “protect duty” (Gov UK, 2025)
· Environmental: As sustainability is already a corporate strategy of IHG and core component, the company have ambitious plans to reduce carbon, increase efficiency of their energy, water conservation and waste management, hence Holiday Inn Sunderland will introduce further sustainable measure in their daily operations through integrated staff training to ensure compliance and requirements as decided by IHG Development (2026). According to Gov UK (2019), UK was “the first major economy to pass net zero emissions law”, however by 2050 every country will have to reach net zero to protect the environment. Currently, IHG Green Engage includes staff training with modules for sustainable customer experience and waste reduction.

[bookmark: _Toc1304588427]4.6 KPIs, Metrics and Evaluation
Holiday Inn Sunderland use KPIs including scores of customer satisfaction, ADR, RevPAR and data obtained from LMS completion to evaluate effectiveness of training as mentioned in previous paragraphs. However, Gao et al, (2023) suggests that training focused on ROI should be calculated using behavioural and operational indicators excluding the effectiveness assumption. For instance, Net Promoter Score (NPS) used for improvement in onboarding is classified as one of greatest indicators for reliability around the industry (Gao, et al., 2023). The operational indicators used by Holiday Inn are part of quantitative data extracted from previous dates, hence a proactive approach of KPIs could spot the inefficiencies before escalation of the events and adjust the operations based on demand and necessity (O’Brien, 2024). Extracting the importance of the above, Holiday Inn is demonstrating that the training provided is reflecting the outcome of service quality, although, using LMS analytics the business can identify the training gaps intake and propose refresher training. To contrast the above, one of Hospitality Training 360 Report, suggests that 40% of the organisations from hospitality industry are unable to measure the impact of their effective training that results in inconsistency of service delivery. An Egyptian case study sustains that any training can become a failure without performance monitoring, constant coaching and feedback, highlighting the need of feedback mechanism and areas for coordination in real-time using digital tools to significantly increase effectiveness and responsiveness (Lassoued, Mahgoob and Guirat, 2022).
[bookmark: _Toc218429294]4.7 Areas of Literature Connected to Placement
Operational challenges exposed through literature are common issues that most of the industry are facing; the challenges observed in placement include:
· Training Consistency: Guest interaction variability connected to delivery of service and linked to supervision and training
· Housekeeping: High workload creating employee pressure to maintain cleanliness and exceed business expectations
· Communication and Forecasting: The necessity of improvement on robust technology to overcome the increased demand for check-in and out 
Targeted training such as Cross-training and robust digital tools including the automation of common business processes to decrease workload and pressure.
[bookmark: _Toc1212401741]4.8 Implications
The suggested finding highlights that training has a direct influence on guest satisfaction levels, the financial performance of the hotel and the operational efficiency. The benefits of an effective training results in decreased error rates, staff morale and confidence, faster onboarding processes that enhance guest experience and provides a stronger and smoother service increasing quality. In contrast with the above, the gaps presented could increase operational pressures especially through peak periods and higher demand leading to further staff shortage.
Holiday Inn Sunderland has high potential to achieve Cross-training as the business is IHG member that allows the company to access numerous digital courses and trainings for their employees to respond positively on their fluctuating demand using mobile devices to increase flexibility for learning and upskilling that is crucial for hospitality sector based on the level of turnover. Furthermore, to achieve efficient and effective digital training completion, monitoring employee's performance is mandatory to observe level of engagement, knowledge level checks and digital literacy (Furnival, 2025).
[bookmark: _Toc990495412]4.9 Limitations
As mentioned, the research is limited to secondary data that limiting the ability to obtain real and personalised performance date of the hotel and to extract a result from staff experiences and perspectives. Although the frameworks analysis exposes the general information related to the industry does not represent in full the actual operational procedures and challenges particularly for Holiday Inn Sunderland. The restriction to obtain accurate data from their internal hotel reports that reflect the actual result of current state regarding staff training and guest score connection, secondary data obtained reflects industry public reports compared to academic sources to extract main importance of training and effectiveness.
Although the limitations presented are in place, the information from the above research is relevant to the industry and accurate, exposing the influence and impact of training through the operational performance, highlighting the improvement and gaps observed. 
[bookmark: _Toc434454015]5.0 Strategies for Training Implementation
To enhance effectiveness of training based on current industry challenges, the following strategies could be implemented:
· Multi-Skilling Enhancement: By prioritizing business needs and offering flexible working through departments where is needed and expanding Cross-training through staff shortages to efficiently increase opportunities and operational resources (Hussain, et al., 2023)
· Feedback Performance: Use of LMS for quantitative feedback, however, NPS provides quality live data allowing access to performance metrics and decreasing onboarding process time (Nguyen and Ho, 2023).
· Personalised and Flexible Learning: A variety of training formats such as microlearning, simulation or chatbot, however, extra support for staff with learning incapabilities or lower digital skills (Meulen and Vries, 2025).
· Increased Communication: Platforms for digital communication to decrease any issue escalation, including written handover standards, to decrease inefficiencies (Jewitt et al., 2020).
· Engagement Initiatives: Rewards for training performance and improvements linked to Cross-training and career progression to decrease current high rates of turnover 
· Training Refresher: To help in training reinforcement businesses from the industry are using well-defined checklists, management coaching techniques and shadowing procedures to increase consistency and knowledge obtained from training (Rabiul, et al., 2023).
[bookmark: _Toc2147048283]5.1 Research Question: How are the hotel operations of Holiday Inn Sunderland influenced by approaches to staff training?
· Training is multifaceted and profound, having a direct impact on employee performance, level of service quality, financial outcome, operational efficiency and effectiveness. Training can be described as the ability to offer and deliver high-quality and consistent service adapted to any fluctuating requirements and demands, maintaining and enhancing the level of engagement in workplace. Poor training leads to high-pressure and high levels of workload on employees, operational challenges, reputational damage and loss of customer service standards (Human Resource Management, 2024).
[bookmark: _Toc944993977]6.0 Conclusion
This research project examined different aspects of staff training correlated to Holiday Inn Sunderland and evaluated all aspects of hotel operations using numerous contexts of the industry. Using secondary data that included reports, government data, statistics, academic literature and studies to demonstrate that staff training is a strategy for obtaining increased level of customer satisfaction, operational efficiency and to highlight training as a strategic driver for success achievement. All findings have shown strengths and limitations of current training practices, evidencing the challenges that the industry is facing, however, offering modalities of improvement and implementation. Holiday Inn Sunderland has a well-structured training such as e-learning modules, IHG wider range of courses for knowledge enhancement, well-defined onboarding processes and positive working culture. The academic sources evidenced that training increases the level of employee morale, employee confidence and competence, consistency and reduced error rates, all considered as positive outcomes that are reflected through organisation KPIs and Metrics. The ability to integrate multiple digital options for flexible learning enable organisation to obtain consistent development and higher positive results from employees, facilitating onboarding process through automation and common tasks that reduce the workload of employees and allows them to focus on personalised service and the ability to overcome the fluctuating unexpected business demands. The research has shown the strong connection between customer satisfaction and training quality, highlighted by the writers in previous chapters. Holiday Inn Sunderland guest reviews are consistently showing the staff friendliness and professionalism seen in their positive online reputation through the enumerated review websites. Such behaviour is recognised by other sources as positive impact on their financial performance being considered a strategic investment that increase their service quality reflected in reviews. Another aspect of the conclusion is related to retention and engagement of the employees. Training is considered a culture that enhance competences and the sense of belonging. Presented sources have exposed the importance of the above for hospitality sector, particularly regarding current high turnover rates. The methods of training suggested, particularly, Cross-training have shown the ability to obtain operational flexibility to overcome staff shortages and manage successfully unpredictable peak periods effectively. Despite the benefits of training, the research evidenced and identified some of the current persistent challenges that are creating limitations through the realisation of the training. Budget constraints and operational impediments are frequently restricting the effectiveness of training. As an extraction from the frameworks exposed, could be observed that industry is rather forced to prioritise the operational factors and needs over employee investment through development. Furthermore, training is influenced by the motivation, digital literacy and implication of the employees in training programs as this is leading to impediments in the implementation process. In addition, unexpected daily staff shortages or unpredictable business demands can place managers in high difficulties to comply and balance the service delivery. Such challenges are increasing substantially the need of strategic alignment and digital mechanisms. The KPIs used by Holiday Inn Sunderland such as ADR, LMS, RevPar, guest scores for satisfaction levels and occupancy rates are considered a quantitative data to assess impacts of training, hence, further academic literature suggested that similar to Holiday Inn, many other businesses from the industry are struggling to understand and measure the impact of training effectively. Extracted from literature, the hotel should refine the current used processes by targeting operational needs through personalised training and robust digital tools. Continuing with findings, optimised training outcomes and strategic training has been discussed, including the need for diversification of learning to obtain a personalised approach. Options for diverse training such microlearning, simulation reinforcing the importance of cross-training that should be expanded to build teams capable of multi-tasking with multiple skills able to support different departments based on business demands such as short-term unexpected increased fluctuations, staff shortages or other urgent needs. To transform training in a service behaviour refresher training should be enhanced by coaching management team with techniques that help them to understand training gaps and areas of improvement for employees. Communication improvements through digital tools that forecasts future performance and needs before escalation and training that should be connected to career opportunities to increase motivation level and retention.
In conclusion, all data provided have demonstrated that staff training plays a crucial role in overall success of the business, particularly, for Holiday inn Sunderland. Although challenges are persistent, the hotel is well-structured and member of IHG that offers all the necessary tools for improvement, however, to use training as a strategy for continuous improvement, Holiday Inn Sunderland capabilities can be observed through the technological tools used to implement and improve current services. The hotel can increase its level of customer satisfaction and operational efficiency by enabling technological training options as discussed in this research project.
[bookmark: _Toc1821058027]7.0 Recommendations and Practical Strategies
To evidence a strategic approach that aligns with current trends of the industry and responding to gaps and challenges observed in placement, the intention of the following chapter is to demonstrate the operational performance improvement of Holiday Inn Sunderland through the recommendations using academic sources, insights from founded training styles, including industry strategies for training, performance optimisation and the importance on discussed cross-training. The intention is to improve resilience of the organisation, increase guest satisfaction and develop staff capabilities as a comprehensive roadmap.
[bookmark: _Toc536917601]7.1 Develop Strategic Contemporary Training Framework using Data
Limited integration of KPIs and inefficient evaluation can determine the effectiveness of training. The guidance founded through the industry examples shows that hotels should adopt more measurable systems to obtain the capability of translating figures into performance levels (Kerzner, 2017). For instance, NPS, digital tool that is connected to onboarding, retention and operational efficiencies.	
· How?
· Using prediction tools like forecasting to understand training modules that are correlated to guest satisfaction enhancement or overcoming service errors 
· Training audits to establish levels of training intake, adjust and identify gaps in training
· Creating performance dashboards that include figures like LMS rates of completion, customer satisfaction scores, level of daily occupancy using RevPAR and ADR
· Short knowledge checks to understand level of achieved knowledge
[bookmark: _Toc1763494457]7.2 Digital Tools and Easy-Access Learning
Considering that employees have different learning styles, high or low level of digital literacy skills and individual level of motivation, Fredrik (2025), highlights that retention and engagement is increased through gamification, microlearning and mobile device-access for training.
· How?
· Introducing gaming elements like progression bars, badges and incentives to increase motivation levels.
· Short courses for increasing digital literacy for employees that struggle with online navigation
· Extract foundational modules from training and focussed learning that can be available from mobile phones
· Variation in training formats like simulations, quizzes, scenarios and videos that increase capabilities of learning
[bookmark: _Toc1643040844]7.3 Cross-Training Expansion and Flexibility
Cross-training need observed during placement, especially in front-of-house and housekeeping operations, particularly in days with fluctuating business demands, unexpected high levels of occupancy that created operational constraints, increasing workload of the employees and decreasing level of motivation of staff, resulting in less positive guest experience based on waiting times. Cross-training increases staff consistence and confidence, enhance operational resilience and improves service quality (Lashley, 2009)
· How?
· Training employees for different business roles using recognition through skill-based increment pay and certifications
· Implementation of well-structured training in achieving competency levels for every organisational department
· Focused training for breakfast, bar, housekeeping and reception operations and practice their knowledge levels with short swaps within mentioned departments to build trust and familiarity and shadowing their shift in different roles
[bookmark: _Toc706516248]7.4 Feedback and Communication
During placement, noticeable delays have been observed in regards communication. According to Grewal, et al. (2022), communication is the key factor for obtaining performance improvement and maintaining service quality.
· How?
· Using digital communication like Teams or Workplace for early updates to decrease level of escalation
· A triage system for guest feedback that classifies them automatically from urgent to non-urgent
· Weekly team meetings to discuss current issues extracted from feedback system and communication channels to address gaps from training
· Shift procedures for handover, a more in-depth written procedure to complete every shift and ensure clear communication and reduce overlapping 
[bookmark: _Toc1867747921]7.5 Development Pathways for Retention and Engagement 
As high turnover is a persistent challenge as evidenced through the research, this is increasing training costs and decreasing consistency of employee training. According to Preko and Anyigba (2024), career progression is achieved through training resulting in higher level of engagement and increase retention rates.
· How?
· Incentives and recognition for exceeding customer and business expectations, training completion and development achievements.
· Career pathways from cross-training including roles of supervisor or duty-manager achievements
· Conduct internal face-to-face meetings and surveys that establish level of current engagement and understanding employee needs
· Programs for internal development like Rising Stars or Future Leaders
[bookmark: _Toc205422925]7.6 Guest Experience Training
To improve levels of satisfaction and loyalty, a training developed specifically for guest experience focused on personalization, problem-solving and complex complaints participates directly to service quality organisational objectives (Ibrahim and Islam, 2024).
· How?
· Team role-play planned meetings to instruct staff how to handle difficult complaints and conversations using training modules.
· Using further role-play to establish level of implication of employees in anticipating guest needs and their vision in providing unique guest experiences
· Celebrate success obtained from guest feedback to show the abilities of the employees in achieving service excellence and extracting service failures of employees to offer more complex information on how to overcome similar situations
[bookmark: _Toc1826928548]7.8 Planning Scenarios and Crisis Training 
REF sustains that businesses must build operational resilience as current disruptions like work shortages, current world situation and potential organisation issues can lead to unexpected negative impact, highlighting the need of training (El-Said, et al., 2026).
· How?
· Using scenario-based training for crisis and emergencies to develop personalised modules adapted to the specific organisation needs
· Planning in advance shadow shifts by analysing the capabilities of the employees obtained through cross-training
· Provide autonomy and involve staff in decision-making processes to ensure that are capable to overcome unexpected situations and achieve positive results in complex situations
The recommendations suggested above, provide comprehensive strategies for training improvement, performance and effectiveness referring to Holiday inn Sunderland. Although the extracted data is generalized, remains relevant and highly connected to placement. By enhancing the level of service, investing in staff development, offering personalised experiences, enhancing employee efficiency and engagement, strengthening service quality and increase retention levels, the organisation is capable to achieve higher success rates and obtain higher competitive advantages.
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