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Abstract/Executive Summary
The project investigates how staff training and development programs relate to customer satisfaction at Leonardo Hotel East Midlands using placement experience, a literature review, and a strategic analysis. It studies individual cases and reports from online guest reviews to see how employee training shapes service quality.
It has been found that having team members train in other jobs and practice hands-on leadership helps to maintain consistent service when staffing is low or there is a lot of business. Even now, the way training is carried out between departments is not regular, which results in insufficient onboarding for new and seasonal employees. Not having the latest technology and significant sharing of ideas makes the hotel vulnerable to inefficient work and poor guest service.
Experts have recognised that the company can improve by using digital education resources, putting feedback on a regular schedule, and awarding formal recognition for emotional labour and teamwork between departments. The main recommendations are designed to maintain training standards, encourage workers to switch tasks when needed, and centralise employee development policies.
According to the study, well-designed and inclusive technical training increases employee motivation and impacts guest satisfaction. It sheds light on how staff growth strategies within the organisation help provide better services to guests.
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[bookmark: _Toc199796001]Introduction
[bookmark: _Toc199796002]Research Background
Hospitality businesses thrive most when their guests are happy. Nowadays, customers assess hotels based on their staff's steady quality of service, not only on what facilities they have and where they are located. Positive reviews and loyal guests have allowed the Leonardo Hotel East Midlands to keep its reputation as one of the most popular 4-star hotels. The project investigates the connection between training staff and the result of excellent service and satisfied customers at a hotel.
During my placement at Leonardo Hotel, it was clear that people changed roles easily and maintained the same level of quality service in different circumstances. All the staff seemed well-equipped to handle several tasks, which helped them assist other teams if needed. Having these skills meant the company could keep things smooth and meet the needs of its guests. How teams functioned showed me the value of leadership, teamwork, and receiving and providing feedback to serve customers better. Both formal and informal parts of training appeared to help form a culture of professionalism and flexibility.
The placement experience inspired me to analyse the relationship between training within an organisation and better public services. Managers need to find out what training plans are offered, how staff members are equipped for these courses, how their effectiveness is determined, and how customers react to these strategies.
[bookmark: _Toc199796003]Aim
To examine the relationship between employee training and development programmes and customer satisfaction at Leonardo Hotel East Midlands.
[bookmark: _Toc199796004]Objectives
1. To identify the employee requirements for their roles and assess the ongoing training to meet evolving customer needs and expectations.
2. To evaluate the types of training and development programmes available at Leonardo Hotel and measure their effectiveness and success rates.
3. To explore how employees apply training in practical scenarios to enhance customer satisfaction and how such outcomes are tracked or measured.
[bookmark: _Toc199796005]Rationale
Observing what happens at the Leonardo Hotel East Midlands, I decided that training and development should be a central area of research. Staff receive robust training in what they do most often and other essential hospitality functions. With this whole-team approach, the team members can fill in wherever needed and always provide outstanding customer service, no matter the difficulty.
I saw that many customers gave the hotel positive feedback and that it had many repeat visitors, which suggests there is a link between how well employees perform and how happy customers are. My aim with this research is to learn about the effects of training on improving services and how it can play a bigger role in increasing guest satisfaction.
Recognising the importance of staff development to customer experiences applies to both the Leonardo Hotel and the whole hospitality sector, mainly because of the fast-changing landscape. With guests wanting more, a lack of workers and lots of competition, employee development is needed to stay at the same level and stand out for loyal customers. Its main purpose is to emphasise how training helps lift service quality, improve the team’s skills and ensure guests return.
[bookmark: _Toc199796006]Literature Review
Employee Training and Service Quality
Employee training and service quality have been well established to be correlated (Ekanem and Osarenmwinde, 2025). Employees who are well-trained, who present better job competence, and who solve problems professionally can anticipate and fulfil guests' needs. They claim that training improves employees' task-related skills and psychological readiness (Zaitseva et al., 2017). Rasoolimanesh et al. (2019) also find that employee training leads to more responsive and personalised services, resulting in different guest perceptions.
Hospitality is a people-centred business; service encounters build guest satisfaction (Kaminakis et al. 2019). As such, training needs to be consistent to ensure very high service standards are maintained. The report of Shin and Jeong (2022) also testified that training regularly improves the quality of guest interaction. Huang (2019) also discovered that training a workforce can result in higher guest retention and positive guest word-of-mouth.

Types of Training and Development Programmes
The hotel's training programmes generally consist of three categories: technical training, behavioural training, and cross-functional training. Technical training can improve operational skills, such as front office procedures or food preparation (Sumaneeva, Eluwole and Avci, 2018). Behavioural training involves communication, empathy, and conflict resolution (Clayton and Headley, 2019). Cross-functional training allows staff to cover roles aside from their core function, which can help raise flexibility and productivity (Salem and Abdien, 2017).
As per Shulga, Busser and Molintas (2025), behavioural training increases service authenticity. In addition, cross-training has been proven to increase operational adaptability and team performance, especially during peak times (Ayyildiz et al., 2025). Leadership training is also possible through mentorship and coaching, which helps upskill future managers (Yang et al., 2019).


Training Effectiveness and Organisational Outcomes
Quantitative and qualitative measures are needed to evaluate the effectiveness of training. Customer satisfaction surveys, pre- and post-training performance reviews, service metrics like the average check-in time or complaint resolution rates—Guchait et al. (2020) use all these to measure and improve the performance of hotel service staff.
Barashkin et al. (2023) show that practical training decreases service errors and increases staff confidence. Lado-Sestayo and Vivel-Búa (2018) connect the quality of training to business performance and find that hotels with structured learning programmes have higher RevPAR and occupancy. According to Shin et al., experiential training approaches such as role-play also prove beneficial as they aid in improved retention of service protocols (2015).

Customer Satisfaction and Employee Performance
Service quality directly influences customer satisfaction (Kim and Kim, 2022). Trained employees can make the difference and facilitate memorable service encounters, which are significant determinants of loyalty (Kandampully, Bilgihan, and Amer, 2023). In addition to this, Ozturk, Karatepe, and Okumus (2021) found that training is also effective in reducing job-related stress, so staff have more patience and empathy with guests.
Li (2015) demonstrated that employees with service recovery training are more service-oriented at recovery (who are also more service-oriented in general) and better able to achieve customer retention. Sampaio and Régio (2024) also pointed out that service encounters are assessed by guests not only according to the outcomes but also the professionalism and behaviour of staff involved in delivering them.

Cross-Training and Service Versatility
Cross-training provides employees with many opportunities to perform more than one duty in different hotel departments, thus allowing for better staffing flexibility and reduced service disruption. This is an excellent strategy as one works in a fast-paced hospitality environment. Staff shortages are usually sudden, and one also has peak periods, meaning people are not running around like Chicken Little. According to Talukder and Kumar (2024), hotels that cross-train tend to experience less delay in completing service delivery, such as in the case of an emergency or peak hours. Flexibility not only increases guest satisfaction but also internal efficiency as well.
In addition, according to Chhabra (2017), employees who undergo cross-training tend to feel more valuable and involved because of the broad variety of their skills. These employees gain better knowledge about how other departments work, which creates better collaboration and problem-solving.
Although multitasking is great, overdoing it without proper structure can be counterproductive. According to Eliyana et al. (2020), employees are cautioned about putting too many responsibilities on themselves without balancing the workload, which can cause job stress and burnout. If staff are overworked, it can affect morale and, in turn, service quality.
Ghazi et al. (2024) claim that to overcome this problem, one should implement structured rotation systems in which employees are trained to the same extent in the same periods and under the same conditions. 

Technology-Enhanced Learning in Hotels
Technology is changing how hotels train by offering more chances for learning, flexibility and interactivity. Earning platforms, virtual simulations, and mobile programs allow staff to partake in consistent training without issue, regardless of where the staff is or whether it is time-consuming. As such, methods are scalable and cost-effective, with customisable learning paths for different job roles; they have become popular, as pointed out by Soltani Nejad, Rastegar and Jahanshahi (2024).
Moreover, in their article, Alfaro et al (2021) also add that digital tools allow the hotel to track employee progress and deliver content based on the employee’s learning needs, which increases the training outcomes. However, this adaptability is especially useful for a large hotel with many departments manned by several personnel, unlike some smaller hotels where a single individual covers all these functions. 
Badoni et al. (2024) highlight Tech-Enabled Onboarding, which is especially beneficial for new staff to get acquainted with the procedures before guest interaction. Zhou (2020) made a similar discovery: Mobile learning solutions work exceptionally well for young workers who generally prefer the flexibility and on-demand content access that mobile apps provide.

Managerial Support and Organisational Culture
Any hospitality training initiative is successful or not, mainly based on the manager's involvement and the organisation's culture (Reid, 2025). Managers act as role models and facilitators who affect how seriously employees take training, as stated by Giousmpasoglou and Marinakou (2024). As Govaerts, Kyndt, and Dochy (2018) also reported, if managers endorse and participate in training, employees will see it as an essential part of their professional development rather than another obligatory task.
Organisational culture also plays a critical role in shaping training outcomes. A culture that supported (was dedicated to) learning, feedback, and continuous improvement (in the organisation) contributed to employee motivation and practical training application. In an environment such as this, Guchait (2023) found that employees become proactive and confident in using the skills they have newly acquired.
According to Krupskyi (2015), the design of the training structure should not be separate from the mechanisms for feedback and career development. Having staff see the link between training, promotion, and recognition is more likely to engage them fully. Zhang et al. (2021) support this, showing that reinforcement through regular acknowledgement (i.e., rewards, praise, and peer recognition) increases the odds that training will be used consistently on the job.

Challenges and Gaps in Research
Despite recognising such benefits, implementation challenges remain. Many mid-range hotels do not invest in continuous training because of budget constraints, lack of time, and high staff turnover (Baum, 2018). Gazgireeva et al. (2020) state that some hotels do not consider individual learning styles, resorting to one-size-fits-all practices.
Moreover, little empirical research exists regarding training outcomes in non-luxury hotel settings. García and Tugores (2015) request longitudinal studies to validate how training patterns can help enhance customer loyalty over time. Also, some authors (e.g., Yurur et al. (2021)) suggest integrating customers' feedback into training design as one of the indications.


[bookmark: _Toc199796007]Methods
[bookmark: _Toc199796008]Overview of the Case Study Methodology
This research has used a case study approach using a single unit of analysis – the Leonardo Hotel East Midlands. Qualitative research defines the case study method as being able to explore complex phenomena within real‐life contexts, where case studies are widely recognised for what they can do (Harrison et al., 2017). 
With its rich, descriptive data collection, case study research provides an in-depth contextual understanding of the issue at hand (Schoch, 2020). With so much of this project gleaned from firsthand placement experience and hotel-specific observations, the methodology is applicable to gathering and highlighting the nuances of employee development practices and service outcomes (Albrecht et al., 2015).
[bookmark: _Toc199796009]Advantages of the Case Study Approach
Another strong point of the case study method is its flexibility (Carter, 2020). Multiple data sources (including interviews, documents, reflective observations, and secondary reports) can be accommodated, facilitating data triangulation that contributes to validity. Considering this research, a well-rounded perspective is constructed through the combination of placement-based reflection, publicly available financial and customer data, and operational insights.
It is also contextually deep. While survey methods are helpful in generating generalisations across large samples, case studies are more useful in exploring in depth real-world practices in Leonardo Hotel, which is essential to practitioners operating in similar hospitality environments (Gray, 2021).

[bookmark: _Toc199796010]Limitations of the Case Study Approach
Case study research is strong, but not without limitations (Tight, 2017). It is context-specific, hence making generalisability limited. This may not necessarily be the case with all hotels, certainly not the same hotels, but in the brand and geography categories depicted.
Further, qualitative interpretation is also very subject to the researcher’s bias, which is higher when the researcher is very closely involved with the case. Reflective neutrality is incorporated in the study to mitigate this orientation, and observations are aligned with external benchmarks and literature for interpretation support.

[bookmark: _Toc199796011]Use of Netnography
In addition to netnography, this study uses the technique to analyse customer feedback and employee engagement across online platforms (Bartl, Kannan and Stockinger, 2016). Netnography is qualitative research based on ethnography, adapted to study social interactions and user-generated content on digital forums as social spaces (Fenton and Parry, 2022). Online reviews in hospitality (TripAdvisor, Google, or Booking.com) can be a valuable source for finding out about the service experience and perceived staff competence.
In this project, the application of netnography is particularly relevant because it considers how guests interpret and articulate the impact of the staff training on them through reviews. 
Netnography is unobtrusive and can collect authentic consumer voices (Kozinets, Scaraboto, and Parmentier, 2018). Its limitations are users' anonymity, the lack of demographic context, and the inability to clarify ambiguities with follow-up questions. To overcome these limitations, netnographic data is triangulated alongside placement reflections and academic literature (Costello, McDermott and Wallace, 2017).

[bookmark: _Toc199796012]Ethical Considerations
The data are all from direct observation of participants or other traditional methods [using] data gathered from the internet in both cases, and ethical research practices were ensured. Publicly available platforms were accessed to consume netnographic content, and no personal identifiers were recorded. The study meets ethical standards for case-based and digital research, ensuring that integrity and confidentiality are upheld.


[bookmark: _Toc199796013]Case Study: Leonardo Hotel Overview and Findings
[bookmark: _Toc199796014]Hotel Overview
Being located near East Midlands Airport and offering 4-star services, Leonardo Hotel East Midlands is ideally situated for travellers, people attending conferences, and business visitors (Leonardo Hotels, 2023). By being a member of the Leonardo Hotels Group, which is known throughout Europe and is widening its reach in the UK, the hotel profits from the support of the bigger network but operates separately by following the needs of its local market.
The hotel has well-prepared facilities to suit its variety of guests. Amenities include spacious conference and meeting rooms, a business centre, 24-hour reception and room service, an on-site restaurant serving international food, a fully equipped gym, and high-speed Wi-Fi at every corner. The availability of free airport pickup and many parking spots draws in short-term guests and airline employees.
The company strongly emphasised offering great customer service throughout the different departments during that period. Team members regularly proved their ability to adapt by doing jobs that were not in their usual job descriptions. Commonly, reception agents would help with food and beverage at peak times, and housekeeping workers would support front desk duties during busy days. Because of cross-functional training, the hotel’s employees could do many roles, meaning service was always dependable when staff was short.
Besides, the general manager, department heads, and senior supervisors actively participated in developing the staff. Being present and willing to help team members built a friendly team spirit, which led to great results. Every day, team briefings, personal coaching sessions, and more informal feedback helped team members stay responsible and motivated.
The entire brand’s training and operations are directed by a centralised policy decided by the Leonardo brand. It covers standard procedures, how customer service should reflect the brand, and online training courses. Nonetheless, East Midlands local managers decide how to apply the standards based on the hotel’s day-to-day operations, guests, and number of staff (Knodel, 2019). The hotel could quickly respond to changes and stay on brand thanks to this combination of approaches.
The hotel used technology for guest feedback, showing that it is dedicated to continuously improving. Team members regularly checked comments and ratings on Booking.com, Expedia, Google Reviews, and Trustpilot and kept mentioning them during morning briefings. Any good performance was praised publicly by sharing positive feedback, and issues noted during conversations helped to correct process inefficiencies. This helpful cycle became a big part of the hotel’s customer service culture and allowed staff to recognize how their work affected guests.
Overall, its operating style sets Leonardo Hotel East Midlands apart, which strongly emphasises skill development, flexibility, and consistent service. This setup allows for a clear link between worker improvement and customer satisfaction.

[bookmark: _Toc199796015]Practical Problems Identified
While the hotel did well on most service measures, the period required many repeated operational solutions. Such issues lowered the effectiveness of employees' and guests’ enjoyment, making them key matters to focus on and solve in the future.
· Staffing Shortages:
After the pandemic, Leonardo Hotel East Midlands, like many others, faced shortages among key staff in its operations. The most significant impact was on housekeeping and the food and beverage departments. Many times, fewer workers cleaning meant that rooms took a lot longer to get cleaned, and the food and drinks were served more slowly. Because of this, employees who stayed had to work longer hours and often helped other departments without much notice. The flexible hotel staffing approach helped control issues, though it adds more responsibility for the team, who are already working hard.
· Training Consistency:
Even though training was crucial to the Leonardo Hotel, the way it was carried out differed significantly between departments. Some of the new seasonal employees got detailed onboarding and had mentors, yet others were told what to do and told to learn as they worked. The service each person received was not the same due to how skilled and prepared each staff member was. The changing nature of training meant that some staff had gaps in knowing what the company offered, how to perform their tasks, and how to interact with guests, which sometimes appeared in customer comments.
· Guest Expectation Management
Being in an airport presents extra challenges for staff. People may often show up late at night, want to start their stay early, or need a speedy check-out to get to their flights. Trying to meet these needs while keeping within the hotel’s rules, especially when things weren’t ready or when there weren’t enough staff, could make guests unhappy. Most staff took care of the matters well, yet late room updates and delays in communication among departments sometimes caused problems with the services.
· Technology Gaps:
There were issues as well because of the Leonardo Hotel’s outdated software. There were sometimes problems syncing reservations and staff schedules, which made it tough to react swiftly to unexpected changes in the number of people or levels of staff. Besides, digital guest feedback was gathered with the help of outside agencies, but there wasn’t a system to use in daily routines on the spot. Sometimes, the Leonardo hotel missed opportunities to serve or engage with guests immediately.
Because these challenges weren’t significant, they pointed to the advantages of enhanced training, new technology, and smooth communication everywhere customers encounter the service. Working on these parts of the operations would make work easier and make both staff and guests happier. What’s important is that every one of these everyday issues can serve as opportunities to put evidence-based employee development into practice.

[bookmark: _Toc199796016]SWOT Analysis
A SWOT analysis allows one to assess what the hotel does well internally, what it might improve, and what external opportunities and challenges it faces (Martinez, 2017).
Strengths:
· Located near a major airport, bringing people on vacation and work trips.
· A strong link with the Leonardo Group provides operational and marketing assistance.
· Team members are trained to cover different positions when insufficient team members are available.
· Many guests say they are happy online, particularly because of the helpful front desk staff and tidiness of the hotel.
Weaknesses:
· Training programmes may not be given consistently among different departments.
· Having extra people work temporary positions during peak busyness.
· Company technology is not currently optimised for how operations work.
· Entry-level employees do not see how to progress in their career, making them less motivated.
Opportunities:
· Creating a formal onboarding procedure for everyone hired.
· Using technology to ease and improve the way training is done.
· Setting up proper ways to recognise and reward employees to encourage them.
· Including local colleges and universities in programs to gather new employees.
Threats:
· Rivals in the industry are putting in more modern equipment or offering ongoing service choices.
· The cost of running a business keeps rising regarding employee wages and energy bills (Marshall, 2024).
· Difficulty in hiring new staff because there is not enough skilled labour.
· Some bad experiences posted online are visible to many and impact choices made by travellers.
Based on the SWOT analysis, the hotel’s key strengths include its services and its reputation among the public. Even so, to sustain the high quality of healthcare, training must improve, employees should be retained, and technology needs to be kept up to date.

[bookmark: _Toc199796017]PEST Analysis
A PEST analysis analyses the macroenvironment to determine what affects the hotel’s training and service strategies (George, 2021).
Political:
· Laws dealing with the movement of employees from the EU and Brexit-related changes in immigration policy have made it harder to hire workers from the EU (Sargent, 2023).
· The hotel might benefit significantly from government programs supporting training and apprenticeships.
Economic:
· Because of inflation and rising staff salaries, companies must prudently use their resources (Sharaaz, 2016).
· Hotels feel the effects of demand when airline schedules or airport activities change.
· Limited funds for investments may keep authorities from setting up new training facilities.
Social:
· People are more interested in automated options and customised help today (Parker and Grote, 2022).
· Modern, interactive training methods and better work-life balance are what younger employees look for nowadays (Ljungkvist and Moore, 2023).
· More and more, diversity and inclusion are key factors in building a business’s workforce and providing guest service.
Technological:
· Digital learning platforms make it possible to save money on training (Ков’ях, 2021).
· A few AI-assisted customer service tools are appearing in the hospitality sector, but the hotel industry has not adopted them.
· Real-time insights are possible with mobile feedback, but one must connect them to the software to help (Vargas et al., 2018).
The PEST analysis shows what is outside the company but is still essential (Buye, 2021). Staffing and budget issues are clear, yet technology and social awareness could significantly enhance their capabilities.

[bookmark: _Toc199796018]Competitor Analysis
Leonardo Hotel East Midlands is part of a market that includes other airport hotels, large chains, and independent ones. Other vital players in the sector are:
· Hilton East Midlands Airport offers exquisite services and rewards to its loyal Hilton Honours members. Reputed for holding meetings and events to the highest standard.
· Holiday Inn Express East Midlands: Priced as a budget hotel with good service. Offers benefits to those travelling with families and corporate guests on short business trips.
· Radisson Blu Hotel East Midlands Airport advertises its better amenities and focuses on eco-friendly efforts, making it popular among corporate guests.
Unlike some of its rivals, Leonardo Hotel is in the middle of the market. Though it provides more flexible pricing and choices than Radisson Blu or Hilton, it lacks the technological features and loyalty programmes that those chains offer. Its top advantage is its people, who adjust easily and help provide consistency for guests.
But if hotels do not keep improving their staff and personalising services, the advantage could shrink. Leonardo may fall behind competitors with more budget if no action is taken to strengthen innovation and guest interaction.

[bookmark: _Toc199796019]Reflective Account
While at Leonardo Hotel East Midlands, I understood firsthand the relationship between staff development, various initiatives, and keeping guests happy. During the placement, it was especially important to note that both good and poor training affected the quality of service, the team’s mood, and the guests’ reviews.
I experienced great insight watching a food and beverage supervisor move easily from restaurant, bar and room service tasks. Though the position was not described as cross-functional, it had become one out of necessity over time. The supervisor could handle several duties efficiently, demonstrating how experience and peer encouragement improve a person’s skills. Despite being very busy, they always treated customers kindly, divided tasks fairly and lent a hand wherever needed. Adjusting helped the guests continue their experience without waiting or going without anything.
A notable contribution also came from the front desk team, dealing with several late-night arrivals because of delayed flights. The person responsible for reception showed great empathy and skill by giving weary travellers free water and light bites and efficiently processing their check-ins. Afterwards, the receptionist said they had completed emergency guest interaction training using scenarios. Several guests left reviews the next day thanking the staff, especially the receptionist, for being calm and helpful. This showed that properly designed training can strongly improve guest satisfaction and loyalty.
However, some of the earliest changes had mixed benefits. There were repeated issues with how new staff, mainly temps and seasonals, were onboarded at key centres. One new staff member told me they weren’t sure what the correct steps for linen care and the turn-down service were. Most of what they learned was said verbally and shown by example, with no chance for hands-on involvement. So, the room was not set up correctly, which delayed the guest’s check-in and led to the guest making a complaint. It showed that not having official training procedures can be harmful, mainly during onboarding new employees.
Such incidents showed a better organised and standardised training programme throughout the departments was needed. Those with more experience adjusted well because of their skills, but new teammates did not have enough help or confidence to serve customers the same way each time. Giving employees microlearning modules that deliver standard information through short videos or quizzes on their phones could resolve this challenge by putting the information within reach and keeping it updated all the time. Combining busing with mentorship would confirm that what is learned is used in real jobs.
There is also an observation about using guest feedback inside the hotel. Even though responses were gathered from Booking.com and Trustpilot, it was unclear if they were consistently given to hoteliers and acted on. Discussing results live with others was uncommon. Suppose the company introduces a structured weekly process including a feedback bulletin and regular team briefings. In that case, workers can consider compliments and suggestions, building a team-oriented, high-performance culture.
What stood out were the intense emotions and team spirit expressed by staff over the placement period. Staff usually stayed longer than their set shifts and pitched in to support colleagues in other areas to satisfy guests. Many people overlooked the great efforts the military put in because there were no real awards or appreciation. 
Thanks to its well-trained staff and service culture, the hotel provided top guest satisfaction, but still suffered from uneven onboarding, training, and recognition. Helping managers, using training, providing better feedback, and implementing clear rewards would help boost performance and service for years.

[bookmark: _Toc199796020]Discussion
Here, the research findings are carefully looked at considering the earlier literature review. The purpose is to investigate how Leonardo Hotel East Midlands supports, challenges or adds to the idea of the link between staff training, development programmes and customer happiness.

Aligning Theory with Practice: Training as a Strategic Driver
The study underlines scholars' views that strong staff training helps deliver quality services and meets guests' needs. The literature repeatedly states that effective training boosts an employee’s abilities and emotional and social intelligence, which are crucial for providing exceptional service. Leonardo Hotel East Midlands put sustainability into action.
A good example was a food and beverage supervisor who divided his time between restaurant service, managing the bar and running room service. His service agility, coolness under pressure and active approach in situations were most likely formed through rigorous cross-functional training. By going through this regimen, the supervisor knew all roles well and could handle the hotel’s daily demands, including times of extra work or when someone was missing.
It shows that experts think multi-faceted training is necessary to ensure quality in complex workplaces. Jetson (2024) found that trained staff maintain high self-assurance and care for guests, even when those guests make resource shortages or tough demands.
Yet such training made a difference among those who had been there long, but new and seasonal employees were still affected by gaps (Guillaume et al., 2019). Numerous new employees had problems with jobs that their more skilled colleagues found simple, mainly due to fast or unstructured training. This problem matches the concerns in the literature regarding the threats of delivering different amounts of training in high-turnover companies. All departments should use the same, repeatable and documented training systems for consistency.

Cross-Training and Flexibility: A Valuable but Under-Recognised Asset
Operational stability at Leonardo Hotel East Midlands was primarily built on cross-training. Often, staff would help several departments simultaneously, such as reception staff lending a hand in the bar and housekeeping assisting during conference room preparations. Because of this, the hotel could maintain its service even when staff were out, there were a lot of guests, or there were late check-outs. Since they could shake up their team as needed, the hotel maintained its reputation as efficient and responsive.
It backs up Owino's (2023) remarks that employees involved in cross-training feel more involved and help the operations remain sturdy. If employees understand how the hotel works and can perform many roles with strength, the overall service experience will improve (Manhas and Tukamushaba, 2015). Staff become more team-oriented since they respect and honour the difficulties faced by others not working in the same department.
The main benefits became clear, yet Leonardo Hotel had not introduced an official plan to recognise and reward this behaviour. Taking on extra jobs at work did not result in any awards or recognition for employees (Law, 2016). Without support from the organisation, staff motivation could lower as time passes, especially if they believe they have to be flexible but are not appreciated.
From the literature review, it seems that defining roles fairly and offering appropriate rewards are both important for ensuring the long-term sustainability of cross-training. Maslach and Leiter (2022) point out that setting regular employee shifts and awarding recognition are necessary to make them feel respected and not overworked. This plan might work for a while, but if management becomes fatigued or employees become upset, it will cause real issues in the future.
A good way to leverage cross-training is for the company to create a framework that recognises, assists, and rewards people who can handle several roles (Crabb, 2017). This would enable the practice to stay sustainable, fair, and in harmony with other talent development plans. Writing cross-training into the job description helps legitimise its purpose.
.
Technology Gaps and Digital Training Potential
A common issue noted while setting up was that the hotel still depended heavily on old technology for scheduling, measuring results, and delivering training. One often saw this, too, such as during new employee training or when things had to change at the last minute. Even though those with experience managed the problem well, less experienced staff had difficulty following the rules and expectations.
The industry is switching to digital tools for training and development, as noted in recent literature, which is very different from what happened here. Innumerable hotels now use e-learning courses, microlearning apps and training modules built with simulations to teach staff uniformly. According to Burnett and Lisk (2021), tools such as these increase engagement and let employees access training materials anytime, leading to better recall of what they learned.
Leonardo Hotel's operation is strongly connected to its culture, but it lacks the structure and flexibility required for today’s employees. As younger people enter the hospitality field, employers are looking for training that is easy to use, flexible, and up to date with technology (Tews et al., 2020). They note that using mobile learning helps digital-native employees because they like accessing learning materials whenever needed.
Using mobile and online training systems would help Leonardo Hotel in several ways. First, all new employees could receive the same basic information, which would lower the chance of service differences. Second, it would allow department heads to check development at any time and detect problems as they appear, which is essential for preventive management (Satiman and Boonlue, 2020). Third, it would stop senior staff from having to repeat basic training, so they can put more effort into helping and managing the teams.
All in all, using digital learning tools helps fix current gaps in training and prepares the hotel for future success. By using digital onboarding platforms, companies could depend less on having someone watch each process which would save time. If this shift does not happen, the hotel might lose ground to competitors using these technologies to make both their workforce and guests happy and satisfied.

Training Consistency and Quality Assurance
Not receiving the same training by all staff, most noticeably the newer ones, raises concerns about the effectiveness of the hotel’s quality controls. Having experienced staff do the job efficiently makes the missing processes harder to notice.
It backs up the claim by Soldo, Agree and Wolf (2024) that being over-dependent on informal sharing in hospitals might cause services to change from one occasion to another. Their results are similar to recent findings by Davila and Pina-Ramirez (2018), which call for clear onboarding programs plus ongoing coaching. Training workers with common e-learning programs and having them follow departmental checklists could eliminate the different approaches used now (Kaizer et al., 2020).
Besides this, poor reporting and a lack of live work monitoring result in a lack of accountability (Mayne, 2017). Rather than using formal assessment, the managers mostly spoke with teachers and observed them, preventing prompt and targeted assistance. The use of a formal auditing system will help senior staff observe training results, fix any problems promptly and ensure quality control. Ensuring the same training, assessment and support processes helps guests as well as makes employees more confident by following clear routines.

Feedback Mechanisms: An Untapped Opportunity
Even though Leonardo Hotel receives feedback on several platforms, using this information to improve staff wasn’t very noticeable. Managers knew about complaints and compliments, but it was not often shown that this was incorporated into structured training.
In contrast, studies and research say feedback loops can greatly benefit workers' learning and improvement. Cappelli and Tavis (2016) recommend regularly reviewing guest feedback and sharing it with teams in meetings or during annual performance reviews. Because Leonardo does not have an LMS, employees and managers both lose chances to benefit from live learning and goal reinforcement.
Working on a clear format, such as a check-in where managers read guest reviews, would boost service and staff engagement (Hu, Trivedi and Teichert, 2022).

Leadership and Organisational Culture
The way Leonardo Hotel East Midlands was led was one of the main reasons for its strong performance during the placement period. Daily, department heads and the general manager joined in on the tasks and weren’t just there to guide others. Because they were visible and accessible, this led to trust and respect between people. Those who interacted with managers who participated in the work at the front desk, in the restaurant or during meetings seemed more confident and involved. As many studies say, such leadership helps create an effective partnership between staff and management, encouraging better training and motivating employees.
Still, this strong leadership presence was also intensely focused on the individual. Rather than through official mechanisms, most of the training, guidance, and support were offered by people who cared personally. Even though the general manager focused on coaching his team, there was no official plan or programme for developing new leaders. Depending so much on informal methods of leading may threaten the organisation's future. Should a prominent leader leave or be promoted, the lack of an organised leadership pipeline might disrupt the development of employees.
Furthermore, the employees at the hotel showed a team spirit by cooperating and helping one another regularly. Yet, there were no official methods to reinforce those core values in the organisation. Managers would frequently encourage, but there wasn’t a set way to officially praise or develop positive practices. Research highlights that rewarding and acknowledging achievements should be part of how the organisation works, so that everyone knows what is expected of them. For Leonardo Hotel, using team reward systems, values-based awards and development mapping for leaders could help its staff achieve cultural harmony between their growth and client service targets.
The Role of Emotional Labour and Recognition
Emotional labour is sometimes overlooked, yet vital in hospitality work. It means workers control their emotions to fulfil service expectations. Employees often showed this quality during their placement, mostly when meeting demanding customers, dealing with customer complaints, or putting in extra hours under pressure. Even when tired or frustrated, they kept calm, offered empathy, and usually prioritised guests' wishes. Because of this resilience, the hotel received high guest ratings and favourable online comments.
Even though emotional labour was key to their jobs, the company did not officially acknowledge employees for it. Those who exhibited outstanding patience or empathy did so for internal reasons or out of loyalty to their team, and this wasn’t due to any formal workplace recognition program. Not being noticed can slowly lead to tiredness, stepping away from the job, and burnout, especially for those who must stay cheerful and flexible.
Research shows that noticing emotional effort supports well-being and helps people perform well. Awards to recognise employees, programmes that let people nominate each other or small bonuses can help team members feel appreciated for their efforts. These steps at Leonardo might add value to emotional labour and make it clear to employees that everything they do is respected. Training should include emotional intelligence to allow employees to handle emotional issues more successfully, which helps prevent people from experiencing job burnout.
By specialising in recognition and including emotional well-being in employee development, the company would benefit its team by keeping valuable staff around for longer. This would mean happier guests and a stronger service culture.

Strategic Recommendations from Discussion
The study and results suggest several new strategies that can improve staff development at Leonardo Hotel East Midlands. Hotels must start formalising cross-training by defining employee roles, regularising shift rotations, and introducing prizes for good work. As a result, employees would feel less tired, everyone would be treated equally, and people would appreciate the variety of work they do. Also, using mobile and digital learning tools would ensure that all staff, both old and new, can access and use training anytime, which benefits continuous learning. Last, creating feedback systems that use guest reviews in real-time during evaluations and training helps the hotel provide more responsive and responsible service. The fourth option is to make sure standards are upheld by planning for succession, teaching, and training new managers. Ultimately, starting employee recognition programmes would highlight positive achievements, recognise emotional work and improve morale among everyone in the company.

[bookmark: _Toc199796021]Conclusion
This project aimed to compare the training and development of staff members at Leonardo Hotel East Midlands with customer satisfaction. Using placement-based observations, a literature review, and strategic analysis, it was confirmed that training helps maintain quality service, solve operational issues, and satisfy guests in hospitality.
The review showed that having a flexible workforce, dedicated leadership, and teamwork helps the hotel, but its training and development are not always well-organised or equal in all sectors. Long-term employees manage well because of cross-training, but new or seasonal employees frequently encounter difficulties with the inconsistent way they are onboarded. Because of these gaps, there are differences in service quality, and more responsibility is put on more senior staff.
Some of the main issues mentioned in the discussion were not using digital tools for learning, not giving helpful feedback on assignments, and the absence of systems to formally recognise achievements. The study showed that even though staff members depend heavily on emotional labour and team spirit to offer good service, these activities are rarely acknowledged, which weakens their motivation and encourages them to leave.
Even with these problems, the business has a solid foundation for development because of how it aligns its brand, where it is based, and its teamwork. But this should be built upon with continued plans that ensure reliability, recall of information and flexibility in a dynamic field. Introducing standardised training, digital learning solutions, and set systems for feedback and recognition can assist Leonardo Hotel in raising employee efficiency and improving how customers see the hotel.
Focusing on employee development, well-being, talents, and appreciation supports the continuous pursuit of excellence in hospitality. This experience helps understand how staff development within the hotel affects visitors' experiences. It points out the key role of systematic support in guaranteeing long-term loyalty from guests and loyal employees.


[bookmark: _Toc199796022]Recommendations and Practical Strategies
Standardise and Digitise Staff Training
It was found that training was given differently among departments, and this was mainly seen in the way new and seasonal employees were treated. For this reason, the hotel should use a digital system that introduces all employees to the company, gives training on using different systems, highlights standards for behaviour, and includes various tasks across all team members.
Some examples might be:
· Microlearning modules were created so that staff could study whenever they had time using their mobile device.
· Quizzes with games and emergency experiences for customer service and emergency responses.
· Tutorials and demonstrations include common ways, best practices, and how to perform them.
Moodle and TalentLMS are some platforms offering low-cost and customisable options. This will help everyone in the firm learn similarly and lower the responsibility on department heads to train people informally.

Formalise Cross-Training Frameworks
Employees might feel overworked and less valued since cross-training is well-used at the Leonardo Hotel. It is essential to embed this approach into the system by:
· Using a shift pattern that gives each person an equal workload.
· A book used to monitor employees' professional development and movement among departments.
· Easy-to-measure KPIs and paying attention to workers’ contributions to other departments.
Including cross-training in descriptions of job duties and appraisals will help it be better recognised and valued. Companies can make jobs seem less tedious by adopting different ways to compensate workers, such as rewards for what they do and flexibility in job pay.

Implement Real-Time Guest Feedback Integration
The information from guest reviews on Booking.com and TripAdvisor helps, even though it is not often used in everyday activities. Leonardo Hotel ought to have a regular weekly process for collecting employee feedback, including:
· A weekly “Guest Voice” report with the main areas of guest satisfaction and complaints.
· Have daily discussions, select one feedback point each time, and designate who handles the task.
· A tool that lets supervisors watch how guests' needs change throughout the event.
When feedback is linked to reviews and growth plans for each department, responsiveness and accountability become part of the culture, directly raising the level of service provided.
Launch an Employee Recognition and Reward Programme
Staff often do more than their job to help coworkers and guests, but they are not often recognised for this. An organized recognition programme ought to cover the following:
· Monthly “Service Champion” awards reward those who display emotional labour, try innovative ideas and collaborate well with the team.
· Systems where employees can commend one another for their actions.
· Using small, regular rewards (vouchers, certificates or team activities) with set standards.
This system would value employees' work and appreciate their perseverance and open-mindedness to prevent them from feeling exhausted and losing their jobs due to exhaustion.

Develop a Leadership Pipeline and Mentoring Programme
To prepare the hotel for future success, these items need to be introduced into the way it is managed:
· Organisations can set up formal schemes that partner more senior staff with staff just starting in leadership.
· The use of communication, the skill of delegation and conflict management are central topics in a leadership curriculum.
· Setting up succession plans to spot and support employees ready for promotion.
This means that any leader’s departure or upward move in job position does not harm training or team spirit and ensures that the hotel’s operational habits remain stable.
Upgrade Technological Infrastructure for Operational Efficiency
Leonardo Hotel should focus on improving services and shortening processes by:
· A platform based in the cloud that joins Property Management with training and scheduling solutions is required.
· AI chat or kiosk services can handle late-night visitors and their requests.
· A dashboard that updates regularly for department heads to decide how many staff are needed when guests arrive and what must be done first.
With digital transformation, less paper or verbal communication is needed, meeting what modern visitors expect from hotels.
Strengthen Emotional Intelligence (EI) Training
Emotional intelligence training should be part of how employees in hospitality are developed, because these roles involve a lot of emotional labour. Among the things this should deal with are:
· Dealing with stress and emotional triggers when things are busiest.
· Handling conflicts by being empathetic.
· Helping youth gain skills in resilience and mindfulness.
Foster Partnerships with Local Institutions
To face staff shortages and attract skilled workers, the hotel can cooperate with nearby colleges and hospitality schools by:
· Making sure internships and apprenticeships are well structured to offer a clear path for progress.
· Having guest speakers and job fairs to make the hotel better known as an employer.
· Giving training certificates to student employees can help them earn needed qualifications.
Working in this way promotes interest among local employees, boosts local employment and cuts down on expenses for finding and hiring new staff.
Following these strategies will make staff actions more dependable, boost motivation, and increase performance, essential for satisfying customers and maintaining the hotel’s lead in the market.
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Appendixes
Appendix 1: Leonardo Hotel Logo (Holiday Extras, 2020)
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Appendix 2: Leonardo Hotel East Midlands (Expedia UK, 2020)
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