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Abstract 
Training and engagement of employees have been widely recognised as important determinants of service quality in the hospitality industry, where service encounters are very interpersonal, labour-intensive and customer demands are ever-increasing. Service differentiation in a more competitive and standardised hotel market is viewed as an employee’s behaviour, consistency and emotional labour, as opposed to physical assets, and in turn, serving as a means of attaining service differentiation. This Placement Research Project aims at assessing the extent to which practices of employee training and engagement affect the quality-of-service delivery in a UK hotel setting, with Novotel Sheffield Centre Hotel serving as the main case study. The research assumes that the appropriate human resource management practices will also help increase service performance, customer satisfaction and organisational future competitiveness.
The research application takes the form of a qualitative, secondary research methodology that uses a desk-based case study approach. The sources of data collection were peer-reviewed academic literature, reports of the hospitality industry, brand-level reports related to Accor Hotels, as well as openly available online guest reviews of Novotel Sheffield Centre. This multi-source strategy makes it possible to triangulate the evidence and have a holistic view of the design, implementation, and experience of training and engagement initiatives in the actual practice. It will also allow one to critically analyse the practice involving employees without the ethical and practical problems of primary data gathering. The literature review is based on the proven theories on employee engagement, models of service quality like SERVQUAL and human resource development models applicable to hospitality management.
The results of the analysis show that consistency in service delivery and satisfying experiences of the guests are closely linked to structured training programmes, continuing skills development, and initiatives to engage the employees. According to secondary sources, the brand-based training criteria, along with the engagement practices of performance recognition, internal communication, and leadership based on values, are one of the contributors to reliability, responsiveness, assurance, and professionalism in the services of the Novotel. Guest review analysis also shows that highly trained and highly motivated employees contribute to the development of perceptions of the quality of services, especially in the frontline interaction. Nevertheless, the results also reveal systemic issues in the field, such as excessive employee turnover, pressure on workloads, and labour shortages after the pandemic, which may negatively affect the quality of training investments without a well-planned approach and an engagement-oriented strategy.
These findings are critically compared with the available literature on the same topic, which shows a strong correspondence in the literature and practice, as well as the identification of contextual constraints that are peculiar to mid-scale hotel operations. More specifically, the analysis shows that there are tensions between standardised brand training models and the requirement of local managerial flexibility to respond to issues of site-specific operational pressures. The study finds that employee training and engagement are not a detached intervention; this is a pair of processes that demand long-term managerial commitment, constant assessment, and service quality goals to produce long-term service performance.
The research provides effective suggestions to Novotel Sheffield Centre Hotel, such as the development of ongoing training tracks, better employee feedback and communication systems, and greater connections between engagement programmes and the systems of measuring service quality. The study can help advance the practice of hospitality management and expand the academic debate on service quality improvement in modern hotel management by addressing the needs of evidence-based human resource practices in the hospitality field.
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Chapter 1: Introduction  
The hospitality business is service-based, and the quality of the service is a key factor that defines customer satisfaction, brand image and organisational results (Tahir, Adnan, and Saeed, 2024). Employees are at the heart of the operations in a hotel, as most of the experiences of the guests are characterised by human contact rather than physical products. As a result, staff training and involvement have become major strategic initiatives among the hotel management that aim at ensuring competitiveness in the ever-changing and challenging market environment.
Large labour shortages, high employee turnover, and increasing customer demands, especially in the post-COVID-19 era, have been among the serious challenges that the UK hospitality industry has been grappling with in recent years (Causa et al., 2022). These difficulties have escalated the level of human resource management practices that facilitate employee performance as well as the consistency of service delivery. In this respect, training and engagement programmes are considered to be the key tools through which hotels can increase the competence, motivation, and commitment of employees to service excellence.
The Placement Research Project is based on the Novotel Sheffield Centre Hotel, a mid-end hotel that runs on the Accor brand portfolio in the United Kingdom. Novotel has also positioned itself as a modern brand with a focus on comfort, consistency, and quality service in its operations around the world (Moe, 2024). The location of Sheffield Centre is applicable as a case study because the locality has a competitive urban environment, a wide range of customers, and a dependence on service employees to meet brand expectations well. Having analysed this particular placement hotel, the research provides a practical applicability but does not exclude the ability to gain a wider perspective on the practices of hospitality management.
This study will attempt to examine the effect of employee training and engagement practices on the quality-of-service delivery in Novotel Sheffield Centre Hotel with the help of the secondary data sources only. To this end, the research will accomplish several goals: to critically assess the existing literature on the topic of employee training, engagement, and service quality in the hotel industry; to research the training and engagement practices related to Novotel Sheffield Centre through secondary sources; to evaluate the idea of connection between employee engagement and service delivery outcomes using well-known management concepts; and to evaluate how the practice in question leads to the guest satisfaction based on the published results.
The study employs a qualitative, desk-based case study design because it will utilise academic literature, industry publications, brand documentation, and publicly available customer reviews. The ethics and methodology of this methodology are sound, as it allows for in-depth analysis without direct contact with human subjects.
The chapter has laid the background, context, and rationale of the study and has clearly laid out the research aim and objectives. The next chapter gives a critical review of the relevant literature to offer a theoretical background to the analysis of employee training, employee engagement, and service delivery in the hospitality industry. 


[bookmark: _Toc220515473]Chapter 2: Literature Review 
This literature review aims to critically analyse the available academic and industry literature on the subject of employee training, employee engagement, and the level of service delivery in the hotel industry. The role of employees in forming the experience of the guests is especially important because the hospitality industry is defined by the high contact and simultaneous service of customers (Hao and Chon, 2022). The review creates a theoretical framework of the research through the synthesis of fundamental concepts, models, and empirical results that support the connection between human resource management practices and service quality results. The review helps to fill gaps and identify dominant themes in the literature, which in turn is the basis of the further analysis of training and engagement in the hotel Novotel Sheffield Centre (Shields, 2022).
Employee Training in the Hospitality Industry
The training of employees has been widely recognised to be a core aspect of human resource development in the hospitality organisations (Arwab et al., 2023). Training is a set of activities organised to increase the knowledge, skills, and abilities of employees so that they can work better in their jobs. Technical skills, customer service competencies, health and safety procedures and brand-specific service standards are common in training in hotel settings. The quality of training is directly correlated with the performance of employees in the hospitality industry because of the intangible and experiential nature of the hospitality services (Ognjanovic, Dzenopoljac, and Cavagnetto, 2023).
Empirical results indicate that successful training programmes have a positive impact on service quality and positively contribute to employee confidence, error reduction in services, and service delivery in line with organisational standards. In the context of hotels, the induction training is especially vital since employees are exposed to the organisational culture, service expectations, and operational procedures (Iddrisu and Adam, 2025). 
Employee Engagement and Its Determinants
The concept of employee engagement has become an important form of intervention in the comprehension of the performance of the workforce in service industries (Liu et al., 2022). Operationalised engagement refers to how much the employees manifest physically, cognitively, and emotionally in carrying out their roles. Engaged employees in the hospitality setting tend to exhibit discretionary effort, emotional labour and customer-oriented behaviours that can increase the service encounters.
It has been shown that several organisational factors can determine engagement, such as the leadership style, communication practices, recognition, career development opportunities and perceived organisational support (Mascarenhas, Galvão, and Marques, 2022). Training is also at the core of engagement creation, as it indicates organisational investment in the employees and boosts their sense of ability and independence. Whenever employees feel sufficiently trained and tutored, they will tend to identify themselves with organisational objectives and show commitment to service excellence (Tan, Van Dun, and Wilderom, 2024).
Nevertheless, professional involvement in the hospitality sector is regularly compromised by the structural issues, including irregular working schedules, emotional labour requirements, or insufficient career advancement (Giousmpasoglou, 2024). These are some of the reasons that lead to burnout and disengagement, which may affect the service delivery and customer satisfaction in a negative way. This literature thus implies that engagement programmes should be merged with other human resource strategies as opposed to being considered as a solitary intervention.
Service Delivery Quality in Hotels
Service delivery quality is one of the key outcome variables in hospitality studies because it is directly related to customer satisfaction, customer loyalty, and financial performance (Marcos and Coelho, 2022). The SERVQUAL model developed by Parasuraman, Zeithaml and Berry (1988) continues to be one of the most impactful models in the determination of service quality with five crucial dimensions, including tangibles, reliability, responsiveness, assurance, and empathy. In the work of the hotel, the contribution of employees to all these dimensions is direct, as it is associated with their behaviour, communication and problem-solving skills (Ajmal, Sareet, and Islam, 2025).
Research continues to show that the competence and attitude of the employees are some of the most important predictors of the perceived quality of the service. Training increases the reliability and responsiveness of employees in service provision, whereas engagement affects both the emotional and relational sides of service experiences (Nguyen et al., 2023). Consequently, service quality is being progressively considered a product of internal service processes and not only customer-oriented efforts.
Practically, the quality-of-service delivery is commonly determined by online review websites and guest satisfaction polls (Vo et al., 2022). The increased strength of the digital feedback has added pressure to the importance of a consistent service performance since a bad experience can quickly destroy the brand image. This has triggered hotel organisations to put more emphasis on ensuring that employee behaviours are aligned with the expectations of the service quality by having structured training and participation systems.
The Relationship Between Training, Engagement, and Service Quality
There is a known relationship between the training of employees, their involvement, and the quality-of-service delivery in the hospitality literature (Hussein et al., 2023). The social exchange theory offers a valuable prism through which this relationship may be viewed, in that the employees will pay back organisational investment with good work behaviours. Training programs are indicative of organisational interest in employee advancement, which consequently results in increased involvement and encourages employees to provide more service quality (Al-Refaei et al., 2023).
Such a relationship is supported by empirical data, as research shows that training has an indirect effect on the quality of services, as it affects engagement and job satisfaction. The engaged employees tend to internalise service standards, be proactive in responding to the needs of the guests, and handle service failure better (Boadi et al., 2022). This is specifically applicable in hotel brands like Novotel, where the performance of the frontline employees is very crucial in terms of consistency and promise of the brand.
Nonetheless, possible limitations are also mentioned in the literature. Poorly designed or poorly supported training based on managerial practices cannot affect improved service results (Arikawe, Edwards-Fapohunda, and Waite, 2024). In the same vein, engagement efforts that fail to mitigate structural constraints, e.g., workload, job security, etc., might yield scanty results. These observations indicate the significance of situational analysis in the process of applying theoretical models to hotel settings.
Analytical Frameworks Relevant to the Study
Hospitality researchers often use analytical frameworks like SWOT and PESTEL to analyse internal strengths and external environmental factors in order to help them conduct systematic analysis. SWOT analysis facilitates the analysis of organisational strengths and weaknesses with respect to training and engagement, in addition to establishing opportunities and threats posed by the nature of labour markets and trends in the industry (Ciobanu et al., 2024). PESTEL analysis offers a more macro-environmental approach to human resource practices with regard to the political environment, economic environment, social environment, technological environment, environmental factors and legal conditions.
The frameworks are especially applicable to the operations of UK hotels, where the regulatory factors, technological changes, and changing workforce demands shape the delivery of training and the engagement strategies (Minor, McLoughlin, and Carlisle, 2025). When these frameworks are combined with service quality models, it is possible to conduct a holistic evaluation of the interaction between internal and external pressures on service delivery outcomes.
Summary and Research Gap
This literature review has indicated that training and engagement of employees are significant factors that define the quality-of-service delivery in the hospitality sector. Though available literature has a solid theoretical and empirical backing of this relationship, there have been gaps in the application of these concepts in particular hotel situations, especially within mid-scale UK hotels that run under global brand requirements. Besides, few research studies have combined secondary sources of data, such as brand records and online reviews of guests, assessing the training and engagement practices at the hotel level.


[bookmark: _Toc220515474]Chapter 3: Research Methodology 
The methodological approach used in the Placement Research Project is described, and a critical rationale is presented as to the research design, data sources and the data analysis methods used (Tan, 2022). The study will seek to determine the impact of employee training and engagement practices on the quality-of-service delivery at Novotel Sheffield Centre Hotel. The qualitative secondary data method was found to be the most suitable because the research was an exploratory and evaluative piece. 
[bookmark: _Toc220515475]Research Design and Case Study Approach
The study is qualitative with a case study design that will target Novotel Sheffield Centre Hotel (Oo, 2023). The utilisation of case study research in the studies of hospitality and management is rather common because it allows studying complex organisational phenomena in their context. The case study approach used in this research allows exploring the topic of employee training and engagement practices in a particular hotel operation in more detail and enables the theoretical ideas to be implemented in the organisational context (Hassanein and Özgit, 2022).
The choice of Novotel Sheffield Centre Hotel as the case study can be explained by its suitability to the researcher during the placement process and the location of the hotel in the UK mid-scale hotel market (Newport, 2024). 
[bookmark: _Toc220515476]Secondary Data Collection Methods
This research paper uses secondary sources of data in line with the research brief. The secondary qualitative data was gathered by conducting a thorough literature review of peer-reviewed academic journals, books covering the subject of hospitality management, industry reports, and publications related to the brand of Accor Hotels and Novotel. These sources gave theoretical background and background information on employee training, involvement and quality of service practices in the hotel industry (Kravariti et al., 2022).
Besides academic and industrial literature, online guest reviews published publicly and related to Novotel Sheffield Centre Hotel were also reviewed to get an idea of the perceived quality of the service delivery. Online review sites are becoming accepted as useful secondary sources of data in hospitality studies because they capture the real experiences and opinions of customers about service experiences (Zarezadeh, Rastegar, and Xiang, 2022). 
[bookmark: _Toc220515477]Data Analysis Techniques
The thematic analysis method was applied to the data analysis. Qualitative secondary research is suitable when thematic analysis is used because it is possible to identify, interpret and synthesise recurring patterns in textual data (Ahmed et al., 2025). The academic literature, industry literature, and online reviews data were coded based on the main themes, based on the research objectives, such as the employee training practices, the employee engagement factors, the quality of the service delivery dimensions, and the customer satisfaction results.
In order to increase the level of analytical rigour, the application of established management structures was used in the stage of analysis (Monaro, Gullick, and West, 2022). Service quality dimensions that were perceived via the guest comments were interpreted through the SERVQUAL model, whereas SWOT and PESTEL analysis served to assess the internal and external forces that affected the training and engagement practices at the placement hotel. 
[bookmark: _Toc220515478]Ethical Considerations
The issues of ethics were also taken into account during the research process. Since the research is entirely based on secondary data, which may be obtained via publicly available sources, there was no need to interact with human subjects in the study (Cheong et al., 2023). This method excludes risks in the field of informed consent, breaching confidentiality and harming participants. There was an analysis done on guest reviews and organisational documents at an aggregate level such that individual identity was not revealed and interpreted outside an organisation (Ponting, 2022). 
[bookmark: _Toc220515479]Limitations of the Methodology
The selected methodology has some limitations, even in spite of its strengths. The use of secondary data limits the researcher to examine the perceptions and experiences of employees in detail since the interpretation will be made on the existing sources and not on individual accounts (Chand, 2025). Also, the online reviews are prone to bias, since the reviews tend to be too positive or too negative. The results are also context-specific and might not be quite applicable to other hotel brands or destinations. 
[bookmark: _Toc220515480]Chapter 4: Findings and Discussion 
[bookmark: _Toc220515481]Findings
The secondary data analysis of the issues of employee training, employee engagement and quality of service delivery at the hotel Novotel Sheffield Centre (XIA, 2022). The results are structured in terms of the research goals and the main thematic areas identified in the process of the literature review and methodology. The sources of data are peer-reviewed academic and industry literature, Accor and Novotel brand documents, and publicly available online reviews about guests, which were obtained via large hospitality review websites Buhalis, O’Connor and Leung, 2023). This chapter is aimed at introducing observable patterns, trends, and evidence created by the data in a systematic and descriptive way and without a long interpretation or theoretical assessment. A focus is made on documenting the reflection of the training and engagement practice on operational service delivery and guest beliefs (Singgalen, 2025). The elements of critical interpretation and connection to theory are deliberately postponed to the next discussion chapter to ensure the clarity of analysis and adherence to the norms of academic research.
Theme 1: Employee Training Practices at Novotel Sheffield Centre
The evaluation of documents of brand level and industry reports shows that Novotel is functioning under a well-organised training system created by Accor, which focuses on conformity, standardisation, and harmonisation of service quality across its worldwide hotel chain (Erkaboyeva, 2025). The training programmes are normally encompassed by formal induction training, development of operational skills, health and safety compliance training, customer service excellence training and orientation on brand values. These programmes are aimed at making sure that employees in various properties provide the same service experience that is in line with the mid-scale brand positioning of the Novotel (Ang, 2022).
In Novotel Sheffield Centre, the given training practices are manifested in the standardisation of the front-office processes, housekeeping procedures, and food and beverage services delivery (Wahyuniati et al., 2023). Secondary sources indicate that the content of training has a close relation to the operational processes; hence, making sure that employees have a feel of not only the technical service expectations, but also can be expected to act in particular modes. This congruency can be seen through guest comments relating to the smooth process of services, procedural clarity, and the presence of consistency in varying service experiences (Kuzgun, Altinige, and Arıkan, 2022).
It seems that induction training is especially important in terms of getting familiar with the brand expectations and operational requirements for the employees (Gomathy et al., 2022). According to the secondary literature, one of the most important steps of service culture and behavioural norms implementation is onboarding, which is stressed by Accor. This is evidenced by guest reviews in Novotel Sheffield Centre that often mention the professional conduct, assured service delivery and proper communication during the first contact points of the guests, including check-in and check-out. These findings indicate that induction training helps in the early role clarity and service confidence among the employees (Asma, Saeed, and Qamar, 2024).
Continuous training and strengthening of skills are also reflected in the mention of consistency and competence of service in general in the routine functions (Brunner, Schuster, and Lehmann, 2023). According to industry sources, the use of internal learning platforms and lifelong development resources by Accor is aimed at sustaining employee capability. Although internal training is not publicly accessible in the hotel-specific case, it appears that the staff is generally highly prepared to handle the routine service operations since the number of service mistakes or process-related complaints made by guests is relatively low (Fu, Zheng, and Wong, 2022). This implies that the initial training proves useful in promoting performance at operation.
Theme 2: Employee Engagement Indicators
The employee engagement was under investigation with the help of such indirect indicators as visible service behaviours, organisational practices, and perception of guests mentioned in secondary sources (Ampofo and Karatepe, 2022). Innovation at Novotel Sheffield Centre seems to be supported by systems of organised operations, the team-working contexts, and performance demands promoted by brands. The guest reviews often mention the friendliness of staff, being approachable and helpful, which are often linked to engaged employee behaviour in a service environment.
Some of the indicators of positive engagement are proactive service behaviours, whereby the staff member offers to assist without solicitation, he/she attends to the guest's needs, and shows attentiveness during the service encounter. Those behaviours imply that there is some emotional and cognitive involvement in service roles as opposed to task-oriented performance (Cai, Gao, and Yan, 2024). In some cases, visitors noted customised experiences, such as employees remembering preferences, local suggestions, or showing sympathy in service recovery cases, showing unofficial work effort.
Nevertheless, the issues of engagement could also be observed in the findings. Certain comments about the guests involve fluctuation in service intensity and care, especially in the high season or when the business is busy. This fluctuation might be a reflection of engagement pressures related to workload intensity, staffing issues or fatigue that are well-documented issues in the hospitality industry (Bumrah, 2025). The engagement levels cannot be determined using secondary data; however, such tendencies present an idea of how the engagement can vary in relation to the contextual and operational factors in the hotel environment.
Theme 3: Service Delivery Quality Outcomes
The dimensions that were used to evaluate the level of service delivery in the Novotel Sheffield Centre were those that are largely related to the SERVQUAL framework, such as the reliability, responsiveness, assurance, empathy and tangibles dimensions. The review of the guest reviews shows that the perceptions are mostly positive regarding the reliability of the services, and more often, guests are reporting that the process of the check-in is efficient, the reservation is processed correctly, and the service is delivered reliably by various departments (Castillo-Picón et al., 2023).
The responsiveness is continuously identified as the service strength, and the guests report about the fast reaction to the requests, quick resolving of problems, as well as the ability to address the problems with room change or technical problems (Ciasullo, Montera, and Palumbo, 2024). Such results indicate that staff members have the professional skills and power to handle service requests, which may be an indication of successful training and on-the-job directions.
The values of assurance and empathy are reflected in the area of perception of staff professionalism, courtesy, and confidence by the guests (Liasidou et al., 2024). There are a great deal of comments about employees who are informed, polite, and able to inspire trust, and this is adding value to the overall guest experience. Physical service aspects such as cleanliness, room appearance and maintenance of the public areas are also rated positively, especially as compared to the level of housekeeping (Putri et al., 2025).
Although there are these strengths, there are certain service quality challenges realised. The negative comments at times are delays, less attention or less personalised service during high seasons. These results suggest that the outcomes of service quality can be affected by the operational pressures that can affect the employees in terms of their capabilities to sustain the same level of performance (Parast and Safari, 2022).
Theme 4: Relationship Between Training, Engagement, and Service Outcomes
The results show that there is a definite relationship between the training practices by employees, employee engagement behaviour and service delivery outcomes (Tien Thanh and Thu Ha, 2024). It seems that structured training contributes to the reliability of the services, the accuracy of the procedure and the consistency of operations, whereas the behaviours related to engagement lead to responsiveness, empathy, and the personalised experience of a guest. The same dual influence can be seen in the guest comments and feedback that emphasises the technical skill and the pleasant interpersonal communications.
In cases where training and engagement seem to be well synchronised, the quality-of-service delivery is always rated favourably. On the other hand, in the places where engagement pressures might also be present, especially in the case of a high-demand situation, the variability of the service is more evident (Sjöberg, 2025). These results support the mutualistic relationship between training and involvement in the development of service quality in the placement hotel.
Theme 5: Internal and External Influencing Factors
In a SWOT-informed view, the internal strengths that can be identified are standardised training systems, good brand reputation, and well-defined service procedures (Feversani et al., 2023). Internal weaknesses are associated mainly with the variability of its services during peak hours, and this could imply a capacity constraint or a constraint due to engagement. Opportunities are the possibility of investing more in continuous training and engagement programmes to improve the resilience of services, and threats are the lack of labour and the advancement of competition in the local hotel market.
According to PESTEL, external forces like economic uncertainty, labour force limitation, and changing customer expectations have an impact on the hotel to maintain high quality of services (Santa, Rodríguez Victoria, and Tegethoff, 2025). The technological advances, such as online reservation systems and systems of online reviews, also influence the expectations of the guests and increase attention to the results of the service performance.
To conclude, the results indicated that quality service delivery outcomes are closely related to the employee training and engagement practices at Novotel Sheffield Centre Hotel. Operational competence and service consistency are facilitated by training and interpersonal service dimensions, and guest satisfaction is facilitated by engagement-related behaviours. Nevertheless, the variability of services during peak hours determines the need to maintain the engagement of employees, as well as the investment in training. The results have a solid basis of critical translation and theoretical assimilation in the ensuing discussion chapter.
[bookmark: _Toc220515482]Discussion 
This discussion critically interprets the findings that it gives in the preceding section by associating them with the existing literature on hospitality management theories, models, and empirical evidence (Torres, 2024). This chapter is aimed at assessing the impact of employee training and engagement practices on service delivery at Novotel Sheffield Centre Hotel on meeting the research objectives and the industry. Through an analysis of the results in relation to the available literature, this discussion identifies points of congruence, divergence and contextual limitation, as well as determining the implications on hotel management practice.
Effectiveness of Employee Training in Supporting Service Quality
The results show that employee training practices at Novotel Sheffield Centre are organised, which has a positive impact on the reliability of the services and the accuracy of the procedure and professional behaviour. It contributes to the current literature that suggests that training allows increasing technical skills and role clarity of employees in order to minimise errors in the service delivery process and achieve greater consistency (Mutebi et al., 2022). The findings regarding the induction training are consistent with those who argue that the importance of socialisation at the initial stages of service culture and brand values is largely based on the initial period of socialisation.
In the context of Novotel, a brand-based training system seems to offer a standardised platform on which service delivery can be based (Vujko et al., 2025). This represents the strategic focus of the human resource development in Accor that focuses on consistency when operating in geographically different locations. The results indicate that this kind of standardisation is successful in the maintenance of the quality of the baseline service, especially in matters of routine service encounters, like check-in, housekeeping and customer enquiries. But the literature warns that it might not be enough to train by standard and meet the complexities of personalised service.
The fact that service variations are observed when there is a peak indicates one of the major limitations of training-oriented strategies (Cunningham, 2024). Although employees might have the required skills, operational pressures might limit the ability of the employees to utilise such skills. This helps to argue with Deery and Jago (2015) that the results of training strongly depend on the contextual factors (staffing level and the intensity of the working load). As a result, training effectiveness should also be measured not only based on the quality of the content taught but also based on the organisational supportive mechanisms (Junça Silva and Pinto, 2024).
Role of Employee Engagement in Enhancing Service Delivery
It is found that employee engagement is a decisive mediating variable between training and quality of service delivery (Hosen et al., 2024). The results indicate that friendly behaviours, proactive behaviours, and personalised interactions are behaviours of engaged employees that are highly correlated with positive perceptions of service quality among guests. This justifies the engagement theory by Kahn (1990) that focuses on the emotional and cognitive commitment of employees in their jobs.
Discretionary service behaviours evident in Novotel Sheffield Centre indicate that organisational culture and brand expectations are used to certain degrees to promote engagement. The social exchange theory offers a good explanatory model, which states that employees would repay the organisational investment in training and support types of behaviours positively in terms of service behaviours (Rajâa and Mekkaoui, 2025). In cases where staff members feel that training is valuable and helpful, the level of engagement is expected to improve, which leads to improved service outcomes.
Nevertheless, the results also demonstrate the issues of engagement, especially when the demand is high (Mazzetti et al., 2023). This coincides with the claims that Karatepe makes that hospitality workers are prone to emotional burnout because of workload and customer-related stressors. In these situations, engagement can either be high or low, regardless of the training programmes. This emphasises the need to make engagement programmes part of a larger workforce management policy, including scheduling, wellbeing promotion, and manager-employee communications.
Training and Engagement as Interconnected HR Practices
The finding discussion supports the fact that training and engagement should not be perceived as separate human resource practices but rather as those that are interrelated. Training prepares employees with the ability to provide service, but engagement will determine their desire to use their ability on a regular and enthusiastic basis (Zen and Ariani, 2022). This connection is also highly recorded in literature sources on hospitality, implying that engagement is a facilitating factor wherein training is converted to produce outcomes of service quality.
The congruence between training structures and the behaviours of engagement is evident at Novotel Sheffield Centre, which implies some strategic coherence. Nonetheless, the fact that there are gaps in service inconsistencies suggests that there might be gaps in maintaining engagement in the long term (Abideen et al., 2022). This justifies the thesis according to which constant development and feedback strategies are vital in ensuring the maintenance of engagement during the stages of education that follow the initial training stages.
Practically, this means that a hotel manager will need to have a holistic approach to the human resource management of the organisation, whereby training programmes are supported by recognition, communication and employee participation. The long-term effectiveness of the training investments can be diminished by the failure to consider engagement-related factors (Nassar et al., 2025).
Service Quality Dimensions and Employee Influence
The use of the SERVQUAL framework also sheds some light on the impact that training and engagement have on particular dimensions of service quality (Dzakwan and Ubit, 2025). The results indicate that training mainly favours reliability and assurance because employees are procedurally competent and professionally confident. Engagement, in its turn, seems to affect the concepts of responsiveness and empathy, which go hand in hand with emotional labour and interpersonal interaction.
This difference is in line with those who maintain that various service quality dimensions are informed by different organisational inputs (Jasin, 2023). The integrated approach of structured training and motivation of the behaviour of the employees in the context of Novotel Sheffield Centre turns out to be a part of the balanced service offering, focusing on both the technical and the relationship side of the guest experience.
Nevertheless, it is also stated in the literature that the perceptions of service quality are dynamic and depend on the circumstance (Rajani, Heggde, and Kumar, 2022). The noted drop in responsiveness of the service in the peak hours indicates that even highly trained and engaged employees will not be able to sustain the quality of the services under pressure. This supports the role of capacity planning and workload management in maintaining the quality of service delivery.
Internal and External Contextual Influences
The SWOT and PESTEL analyses incorporated into the findings also identify several internal and external factors that determine the effectiveness of training and engagement. Organisationally, Novotel Sheffield Centre has good brand support and developed training systems, which are organisational strengths. Nevertheless, internal weaknesses like fluctuation of the services at the peak seasons are indicative of limitations on resources, which can affect the sustainability of engagement (Gkarane, Gianni, and Vassiliadis, 2024).
In the external environment, labour market issues in the UK hospitality industry are a major threat to the uniformity of the quality of services. The damage to training continuity and engagement activities is caused by the turnover risks that are exacerbated by post-pandemic workforce shortages and the shortage of skilled employees (Wang et al., 2023). These results are consistent with the general studies in the industry, which determine labour availability as a key factor in service performance.
Technology is also a contributor since online review services increase the effects of service failures; at the same time, they offer channels through which service delivery can be enhanced via feedback (Adil et al., 2022). Such a setting puts a strain on workers to deliver in a regular manner, which strengthens the necessity of favourable training and involvement procedures.
Implications for Novotel Sheffield Centre Hotel
According to the discussion, Novotel Sheffield Centre Hotel has a rather successful alignment between training, engagement, and the quality of services provided (Stefeková, 2024). These outcomes, however, sustainability depends on the capacity of the hotel to respond to engagement pressures brought about by operational pressures. Training programmes may not be enough to keep the services at high levels without additional strategies to retain the employees and manage their workload.
This discussion highlights the need to implement a combined human resource approach that helps acknowledge employees as key drivers of service quality (Papademetriou, Anastasiadou, and Papalexandris, 2023). With the consolidation of training through practices of engagement, the hotel would be able to augment resilience and consistency regarding service delivery, especially during peak demand.
Summary
The relationship between employee training, employee engagement, and the quality-of-service delivery at Novotel Sheffield Centre Hotel has been critically discussed in this discussion. The results are generally in line with available hospitality management literature, which validates the main position of the human resource practices in influencing the guests’ experiences. Nevertheless, contextual issues emphasise the necessity of ongoing engagement support in addition to investment in training. The next chapter brings the research to a close and gives the practical suggestions based on these findings.
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[bookmark: _Toc220515484]Conclusion 
The aim of this research project was the assessment of the role of employee training and engagement practices on the quality-of-service delivery in a hotel setting in the United Kingdom, using Novotel Sheffield Centre Hotel as the main case study. The researcher based the study on the placement experience and addressed the modern issues of the hospitality industry, especially the problems of workforce retention, service reliability, and increasing customer demands. The research used a qualitative and secondary data methodology to critically analyse academic literature and industry publications, brand-level archives and publicly available guest reviews to produce evidence-based findings.
The research aims and objectives were met, as the participants were able to state the research questions and identify the research objectives. The research aims and objectives were achieved because the participants could name the research questions and define the research objectives.
The main objective of the study was to determine the impact of employee training and engagement on the quality-of-service delivery. This goal has been pursued by pursuing the systematic study of the theoretical concepts and their implementation into the working environment of Novotel Sheffield Centre Hotel.
The initial goal, which aimed at critically reviewing the literature on employee training, engagement, and service delivery, was realised with the help of an extensive literature review that integrated the main theoretical concepts of hospitality management and empirical data. As shown in the review, training and engagement are considered to be widely recognised as the mutually reinforcing factors of service quality, employee performance, and guest satisfaction.
The second goal aimed to explore training and engagement practices of the Novotel Sheffield Centre based on secondary sources. The review of brand documentation and feedback from guests proved that the hotel falls under well-organised training in accordance with the Accor brand standards. The presence of engaged employee behaviours, which include friendliness, professionalism, and proactive service provided, is evidence of the fact that the practices are involved in positively delivering service.
The third goal attempted to examine the connection between employee engagement and service delivery outcomes by using formulated management frameworks. The implementation of the SERVQUAL model, as well as the SWOT and PESTEL analyses, allowed for conducting a systematic assessment of the dimensions of service quality and situational factors. Results went to prove that training can be used to ensure reliability and assurance of the service, and engagement can be used to boost responsiveness and empathy, which affirms the multidimensionality of service quality.
The last outcome evaluated the role of the training and engagement in the service quality and satisfaction of the guests on the basis of published evidence. According to the guest reviews, there were some clear signs of effective human resources in the positive service reviews, though some fluctuation during peak periods indicates that there is still a need to maintain engagement in conditions of pressure due to operations.
The study findings indicate that employee training and engagement practices have an important role in influencing service delivery quality in Novotel Sheffield Centre Hotel. Structured training helps to maintain operational competence and consistency, as it guarantees that employees are prepared to provide services in accordance with brand expectations. Engagement-related behaviours such as discretion, effort and emotional labour improve the interpersonal elements of service encounters, which lead to positive experiences for guests.
The results, however, also indicate that training by itself is not enough to ensure uniform service excellence. Engagement levels seem to be subject to situational influences like the intensity of workload, the level of staffing and the season of the highest demand. This makes it clear that training and engagement should be considered as two parts of a larger human resource strategy as opposed to stand-alone programmes.
Industry-wise, the findings are more applicable considering the current labour scarcity and retention issues in the UK hospitality industry. Hotels which do not manage to maintain the interest of the staff members may jeopardise the results of the training investments and the results of the service quality.
The study presents a hotel-level examination of the role of training and engagement in service delivery in a mid-scale hotel in the UK to the research on hospitality management. Through the combination of secondary sources of data and the implementation of the known analytical frameworks, the research establishes the research gap that connects the theory to the practice. The results support other academic sources but also point to the significance of situational variables that determine the success of human resource practices in practical settings of hotel management.
The study also shows that secondary qualitative methods can be an important tool in hospitality research when primary data is either unavailable due to ethical issues or other practical reasons. The practice is an effective alternative methodology to assess both organisational practices and service outcomes in the context of placement-based research projects.
The study has several limitations, notwithstanding its contributions. The use of secondary data limits the level of information on employee mindset because the engagement and training experience are not directly measured, but indirectly. Online guest reviews are also subject to bias in response since customers will tend to present their extreme experiences. Also, the results are context-dependent and might not apply to other market segments and brands of hotels completely.
However, the validity of the research findings is not compromised by these limitations because the results of the study are triangulated using various reliable sources and interpreted critically within the existing theoretical frameworks. 
[bookmark: _Toc220515485]Recommendations 
This chapter presents a new set of evidence-based recommendations based on the research findings and conclusions, and they are supposed to be applied to improve the quality of employee training, engagement and service delivery at Novotel Sheffield Centre Hotel. These suggestions will be practical, contextualised, and oriented to the operational reality of the mid-scale hotel as well as the global Accor brand positioning. Considering the competitive environment of the UK hospitality industry and with the issue of the labour market still persisting, sustainable human resource practices that will facilitate service delivery but are sensitive to increasing and decreasing demand and staffing needs are seen as the priority.
Strengthening Continuous Training and Development
Although the use of induction training seems good in creating clarity of roles and service standards, the hotel ought to further focus on organised, continuous training careers. Frequent service recovery, interpersonal communication skills and guest engagement methods refresher training would assist employees to adjust to the changing customer expectations and service complexity experience. The sessions might be planned at times of less active operations in order to cause minimal disturbance.
Short digital training modules, daily briefings of team members or specific learning activities could be the most effective to reinforce service behaviours without imposing any extra pressure on the staffing resources. 
Enhancing Employee Engagement and Wellbeing
In order to maintain employee engagement in the long run, Novotel Sheffield Centre ought to become more explicit about its human resource strategy by incorporating wellbeing initiatives into it. This can encompass balanced and open scheduling measures, sufficient rest times, and frequent one-to-one visits of line managers and employees. These can alleviate burnout, emotional exhaustion, and disengagement, as these are some of the risks that were mentioned as possible during high-demand times.
Strengthening of recognition programmes should also be done to reward discretionary service behaviours and outstanding performance. Positive behaviours can be reinforced by both formal and informal methods and mechanisms, like employee-of-the-month schemes or verbal praise and team recognitions. 
Improving Communication and Employee Involvement
Internal communication is core in keeping the engagement and alignment of services. The hotel needs to promote the two-way communication channels that are organised and facilitate two-directional communication between employees to provide feedback, operational issues, and suggestions to improve services. Frequent team meetings, briefings, and online communication systems will help to increase the level of openness and prevent the emergence of information asymmetry between the management and frontline employees.
Engagement can be reinforced further by the increased involvement of the employees in the service improvement initiatives. Engaging staff in the process of defining service challenges and the development of solutions together provides power to staff and boosts their ownership of service results. 
Aligning Training and Engagement with Service Quality Goals
Service quality objectives should be more clearly interested in training and engagement programmes. The managers should be able to explain to their staff all the time the contribution of individual roles to the satisfaction of the guests, online reputation and brand performance. Service quality indicators (like trends in the feedback about the services or effectiveness of service recovery) can be introduced in the performance appraisal systems to ensure that the development of employees is aligned with organisational priorities.
It is also advisable to use the data on the feedback made by guests in a more systematic manner. Examining the online reviews and the internal feedback to understand the issues that are common in the services can be used to make informed training interventions, so the constant improvement can be evidence-based and not responsive.
Leveraging Technology to Support Service Delivery
Technology has the potential to be supportive in improving training, engagement and service delivery. Digital learning platforms would make the training resources flexible and available on demand, whereas service management systems would simplify workflows and decrease the administrative load. Technology helps the employees to feel less friction in their operations and, in turn direct more attention towards the guest interaction, emotional labour, and personalised delivery of service.
Future Research Opportunities
The next-generation research would have a chance to expand on the study by including primary data-gathering techniques, such as interviews with employees, focus groups, or surveys, to have a more profound understanding of engagement experiences and perceptions of training effectiveness. Comparison of various Novotel hotels or other hotel brands would also contribute to the contextual impacts on service delivery and human resource practices.
Final Recommendations Summary
Overall, Novotel Sheffield Centre Hotel needs to approach employee training and engagement in an integrated and strategic manner, as these two factors have a combined effect on the quality of the services provided. Investing in constant development, employee well-being, developing communication, and aligning human resource practices with the service quality goals will help the hotel to improve service consistency, employee satisfaction, and guest experience in an increasingly competitive hospitality context.
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