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Abstract

This study examined the effects of staff training programs on key performance indicators in the
hospitality industry. Multiple studies have shown that comprehensive training leads to greater
employee satisfaction and retention, enhanced service quality and guest satisfaction, and
increased revenues and profitability. Essential elements of successful programs comprise of the
on boarding process, training in technical skills, development of soft skills, continuous refresher
sessions, and evaluation. Evidence indicates that each hour of training contributes to the
alignment of staff competencies with corporate objectives, hence increasing loyalty and
efficiency. Notwithstanding its limits, much evidence strongly supports the manifold advantages
of training. Hotels should carefully allocate resources to role-specific programs to gain a
competitive edge. The cumulative results provide a convincing argument for the necessity of
thorough staff training as a catalyst for visitor happiness, employee involvement, and financial
success.
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Research background

The hospitality industry is highly competitive, and a key factor affecting the quality of business
for hotels is the service provided by staff. To achieve success, hotels must employ strategies to
both attract and retain consumers (Alketbi et al., 2020). An efficacious approach entails
allocating resources towards implementing thorough training programmes for their personnel.
Thoroughly instructing hotel personnel can result in enhanced service quality, superior visitor
experiences, and long-term business growth (Alketbi et al., 2020). The primary objective of hotel
staff training is to enhance the calibre of the guest's overall experience. Proficient personnel
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possess the expertise and understanding to deliver outstanding, tailored assistance to patrons
(Belias et al. 2020). They possess the ability to successfully fulfil guest requirements while
adhering to appropriate protocols. Training imparts knowledge and skills related to optimal
methods for engaging with guests, resolving issues, effectively communicating, and providing
reliable service. Through comprehensive training, employees are equipped with the necessary
skills and knowledge to effectively manage any circumstance professionally and successfully
address any concerns about the guest's contentment (Wafa'a et al., 2020).

Research has demonstrated that the calibre of service provided by employees has a substantial
influence on customers' evaluations of hotels and the overall success of hotels' operations (Belias
et al., 2020). According to Lushin et al. (2020), guests who have favourable encounters with
knowledgeable and well-trained personnel are more inclined to give favourable feedback and
ratings. Additionally, they are more like to revisit the same hotel and endorse it to friends. This
facilitates the generation of recurring business over some time. Hotels that allocate resources to
continuous, skill-oriented training for their frontline workers can enhance important quality
indicators such as customer satisfaction scores and loyalty programme membership. Thorough
training also guarantees uniformity throughout the organization (Tavares et al. 2020). By
implementing standardized procedures, customers may anticipate consistent and superior service
when engaging with the front desk, housekeeping, concierge, or food and beverage personnel.

Training enhances the synchronisation of staff competencies across different departments and
reduces inconsistencies in the guest experience (Waganimaravu and Arasanmi, 2020).
Additionally, it enables staffto collaborate across different departments as necessary to manage
high-demand periods. When investigating the influence of hotel training for employees on hotels'
operation quality, important sources of data include consumer feedback surveys, online
evaluations and evaluations, retaining staff rates, customer service audits, and direct input from
passengers (Chung et al. 2021).

Hotels can identify deficiencies and focus on certain training programmes to address areas that
require enhancement. The calculation of return on expenditure on training programmes can be
determined by monitoring quality measures over some time after implementation.

Research Aim

This research aims to assess the effectiveness of staff training programs in improving employee
satisfaction, service quality, and financial performance for hotels.

Research Objectives

» To identify the key components and best practices of effective hotel staff training programs.

» To evaluate the influence of staff training on employee satisfaction and retention rates.

» To determine the impacts of staff training on customer satisfaction and service quality
ratings.

» To quantify the effects of staff training investments on hotel revenues and profitability.
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Literature Review

Staff training programmes are a vital element of human resource management in the hotel sector.
Given the frequent departure of employees and the high expectations of guests, hotels must give
priority to training programmes that enhance the quality of service and the overall experience for
guests (Aliet al., 2021). An analysis of many studies along with industry reports uncovers some
significant conclusions regarding the correlation between staff training and business outcomes in
the hotel industry. Various research studies have demonstrated that allocating resources towards
staff training yields enhanced levels of employee satisfaction and retention (Pekersen and Tugay,
2020). The study conducted by Reidhead et al. (2020) revealed that the level of satisfaction
among hotel employees regarding training opportunities had a direct impact on their commitment
to the organization and also decreased their inclinations to depart. Consistent findings were
documented in research conducted on hotel employees across different nations. Training in hotels
enhances retention rates, so enabling the maintenance of service and production levels, while also
preventing the expensive processes of recruitment and onboarding.

Improved service quality that results from training is also associated with superior commercial
outcomes. According to Nikolskaya et al. (2020), employees who possess extensive knowledge,
self-assurance, and expertise in their respective roles are more capable of meeting the needs and
expectations of guests. A study conducted by Idayanti et al. (2020) revealed that customer
happiness and loyalty in hotels are significantly influenced by factors such as staff competency,
problem-solving abilities, and effective communication. Similarly, research has established that
the functional and social abilities that employees learn through training play a crucial role in
offering high-quality service. Contented patrons are inclined to revisit the hotel and endorse it to
others (Alj, et al. 2020). Multiple studies validate the beneficial impact oftraining on quantifiable
indicators of hotel performance. A study on high-end hotels revealed a strong correlation
between investments in training, the number of educational hours, earnings per room available
(RevPAR) and net operating income (NOI) (Green and Tran, 2023). The improved human capital
from training ultimately enhanced organizational outputs. In other hotels, the analysis found staff
training had significant positive impacts on RevPAR, NOI, occupancy rates, and average daily
rate (Phan ef al. 2021). Such findings make a compelling case for investing in ongoing staff
training as a business growth strategy.

While training offers clear benefits, research emphasizes that programs must be carefully
designed and implemented to maximize effectiveness. Providing more than just generic, sporadic
training is required (Phan et al. 2021). Rather, hotels should consider regular training needs
assessments, offer customized modules, provide incentives, encourage knowledge transfer, and
continually evaluate program impacts. The success of training hinges on alignment with hotel
objectives, engagement at all organizational levels, and creating an authentic learning culture.

Literature gap

Although existing literature highlights the favourable outcomes of staff training in terms of
employee retention, service quality, and hotel performance, there is a scarcity of studies
examining the sustained effects over an extended period. The majority of research examines data

Page 39



The Corporate International - Vol. 8, Issue 1 —2024
© Eureka Journals 2024. All Rights Reserved. International Peer Reviewed Referred Journal

over a limited period from certain programs. The long-term sustainability of training advantages
is still being determined. Conducting a longitudinal study that monitors long-term effects could
offer valuable insights into the optimal frequency and extent of training required to maintain
advantages. Gaining a comprehensive understanding of long-term benefits would enable hotels to
optimize their investments in training and strategically build ongoing learning programmes.
Additional investigation is required to determine the length of time that training effects last.

Methodology

The research methodology has been one of the crucial parts of the research at the time of
conducting the research with standard validity. This research has maintained the proper research
ethics at the time of collecting the proper and authentic information from secondary sources. On
the other hand, it has been determined that the use of interpretivism research philosophy has been
effective in terms of interpreting the collected data. The use inductive research approach has been
effective in terms of collecting authentic data from verified sources. Different authentic
secondary data sources such as Google Scholar, Annual reports of different companies, news
articles staff program effectiveness and other authentic sources were utilized in this research. The
data protection acts and provisions of the country were maintained at the time of keeping the
collected data private.

Result

Key Components and Best Practices of Hotel Staff Training Programs

The study highlighted certain essential elements that constitute successful hotel worker training
programmes. Optimal methods encompass a structured onboarding procedure, specialised
technical skills instruction, cultivation of interpersonal abilities, continuous retraining sessions,
advancement in managerial/leadership capacities, and assessment of training effectiveness (Luo
et al., 2021). The implementation of a formal onboarding process has been determined to be
essential in efficiently assimilating new employees and establishing clear expectations.
Customized technical skills training, designed for specific job positions such as front desk,
housekeeping, or food and beverage, allows employees to acquire expertise (Bilsland et al.
2020).

Table 1: Effectiveness of Staff training in different hotel companies around the world

Metric Data Point Source

Increase in guest satisfaction | 18%  with ~ comprehensive | American Hotel & Lodging
training Association

Growth in room revenue 5% to 9% with improved guest | Cornell University study
satisfaction

Increase in RevPAR 20% with empowered, | STR Global study
knowledgeable staft

Reduction in staff turnover 10% to 20% with effective | SHRM study
training
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Decrease in operational costs | 15% with improved efficiency | McKinsey & Company

Faster guest check-in times | 25% with trained front desk staff | IBM study

Employees valuing training | 63% say important for job | LinkedIn Learning study

opportunities consideration

Increase n employee | 41% with ongoing training Gallup study

engagement

Improvement in employee | 22% with effective training Brandon Hall Group

productivity

Training investment level >4%  payroll for  higher | AH&LA study
satisfaction/profit

Training ROI Up to 300% for well-designed | Training Magazine
programs

Hospitality turnover rate 6th highest of industries Bureau of Labor Statistics

Enhancing soft skills in communication, customer service, problem-solving, and cooperation
contributes to the enhancement of guest encounters. Continual refresher training guarantees that
employees stay current with standards, protocols, and developing developments (Faraj et al.,
2021). Specialized management/leadership training equips existing personnel with the necessary
skills and knowledge to assume supervisory positions. Ultimately, the assessment of training
effectiveness is achieved by utilizing surveys, tests, observation, and metrics analysis, which in
turn offer valuable input for the purpose of ongoing program enhancement.

Influence of Staff Training on Employee Satisfaction and Retention

The research found a significant positive correlation between the extent of staff training and
employee satisfaction levels. Hotels with robust, career-focused training programs reported
higher employee satisfaction scores compared to hotels with only basic onboarding (Nguyen e?
al. 2020). Employees who underwent soft skills training and received opportunities to gain new
capabilities showed greater workplace engagement and satisfaction (Elsafty and Oraby, 2022).
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(Source: Statista, 2022)
Figure 1: Effectiveness of employee training in hotel industry
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The above figure describes the influence of staff training in the career enhancement of employees
in industry. Technical skills training led to confidence in job performance and service delivery.
Additionally, retention rates were higher for hotels with comprehensive training. Investment in
ongoing development resulted in improved loyalty, reduced turnover, and higher tenure (Kim et
al. 2020). This data demonstrates staff training's positive impact on employee satisfaction and
retention for hotels.

Impacts of Staff Training on Customer Satisfaction and Service Quality

Analysis showed staff training levels directly influenced customer satisfaction and perceptions of
service quality. Hotels that provided more hours of training per employee received higher guest
satisfaction scores (Nunkoo et al. 2020). Specifically, soft skills training focusing on
communication, problem-solving, and creating personalized guest experiences had the greatest
impact on satisfaction.
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(Source: Statista Research Department, 2023)
Figure 2: Number of international employees’ growth of Mariott Hotel

Technical skills training improved consistency and operational efficiency (Waganimaravu and
Arasanmi, 2020). Online reviews frequently referenced staff professionalism, attentiveness, and
friendliness in hotels with robust training programs. This indicates training helps align staff
capabilities to deliver service that meets or exceeds guest expectations (Prentice ef al. 2020).

Effects of Staff Training on Hotel Revenues and Profitability

The research quantified strong positive returns from investment in staff training programs. Hotels
recording the most training hours per employee showed a 10-15% increase in revenue per
available room and 19-22% increase in gross operating profit over 2 years following program
implementation (Awan ef al. 2022). These financial improvements stemmed from increased
repeat guest business, higher occupancy rates, premium rates enabled by strong guest
satisfaction, and operational efficiencies from well-trained staff (Pniaker al. 2021). Cost-benefit
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analysis showed that the financial investment in training was recouped within 6-8 months (Hua et
al. 2020). These results demonstrate that staff training offers a significant return on investment
and positively impacts key financial performance metrics for hotels.

Discussion

The research results provide compelling evidence that implementing comprehensive staff
training programs delivers significant benefits for hotels across key areas including guest
satisfaction, service quality, employee engagement, operational efficiency, and profitability (Ali
et al. 2020). The data clearly shows that hotels able to invest substantially in staff training - both
onboarding and ongoing development - can gain a competitive advantage. Guest satisfaction
ratings show training helps align capabilities to exceed expectations. This drives loyalty and
repeat business (Chung ef al. 2021). Employees also report higher engagement and productivity
when professional development is prioritized. However, the research highlights that training must
be well-designed and role-specific. Simply providing generic or sporadic training is insufficient
(Lushinet al. 2020). Best practices encompass technical skills, soft skills, management
development, and reinforcement through refreshers.

Compound Annual Growth Rate
5.8%

LulllHIE

B T&T Employment (Thousands) = T&T GDP Growth (%) Economy GDP Growth (%)

(Source: EHL Insights, 2023)
Figure 3: Forecasting of travel and tourism employee growth rate

Growth Rate in %
T&T Employment (Thousands)

This level of investment pays dividends through service differentiation. The financial metrics
prove that devoting resources to training generates strong ROI (Nikolskayaet al. 2020). Increased
revenues and profitability within 6-8 months of program launch demonstrate the commercial
value of elevating staff capabilities. Furthermore, operational efficiencies stemming from
training reduce costs associated with turnover, errors, and delays (Phan ef al. 2021). While
comprehensive training requires substantial initial investment, the data shows the payoff can be
dramatic in terms of guest loyalty, pricing power, and market share growth. The statistics also
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reveal how high turnover plagues the hospitality sector (Phan et al. 2021). Effective training
programs are a powerful retention tool. However, several potential limitations should be
highlighted. The studies cited rely heavily on surveys and self-reported data, which can introduce
bias. More rigorous quantitative studies controlling extraneous variables could further validate
the impact (Nguyen, 2020). Also, the financial gains achieved may vary based on market
segment, location, and other factors. Additional research isolating these variables would be
beneficial.

Conclusion

In conclusion, this study presents compelling evidence that endorses the efficacy of
comprehensive staff training programs in enhancing crucial outcomes for hotels. Multiple studies
have shown that adequate training positively improves employee happiness, retention, service
quality, and financial performance. The research accomplished its objective of evaluating the
effects of staff training by consolidating the information from various sources. Best practices
provide hotels with suggestions on how to optimize their training efforts. The objectives were
achieved by gathering data on the correlations between training and indicators related to
employees, customers, and finances.

The findings demonstrate how training enhances service provision, specifically by enhancing
technical proficiency, interpersonal skills, and involvement. This elucidates the correlations
between training and visitor satisfaction. Financial data demonstrates that investing in improved
customer loyalty and operational efficiency leads to increased profitability. Although there are
limitations in terms of the robustness and applicability of the data, the research represents a
significant body of information. The overwhelming body of literature confirms the diverse
advantages of staff training. Hotels now possess a detailed plan for effectively employing
training to acquire a competitive edge. The combined data indicates that hotels should make
significant investments in thorough, role-specific employee instruction that is consistent with
their business objectives. This yields organizational advantages that exceed the associated
expenses. Key determinants of success encompass obtaining endorsement from top management,
fostering a culture of continuous learning, and consistently assessing advancement.

References

Ali, BJ, Gardi, B., Othman, BJ, Ahmed, SA, Ismael, NB, Hamza, PA, Aziz, HM, Sabir, BY,
Anwar, G.(2021). Hotel Service Quality: The Impact of Service Quality on Customer
Satisfaction in Hospitality. [International Journal of Engineering, Business and
Management, 5(3), pp.14-28.

Ali, S., Peters, L.D., Khan, I.U., Ali, W. and Saif, N., 2020. Organizational learning and hotel

performance: the role of capabilities’ hierarchy. International Journal of Hospitality
Management, 85, p.102349.

Alketbi, S., Alshurideh, M. and Al Kurdi, B., 2020. The Influence Of Service Quality On
Customers' retention And Loyalty In The Uae Hotel Sector With Respect To The Impact
Of Customer’ satisfaction, Trust, And Commitment: A Qualitative Study. Paldrch's
Journal of Archaeology of Egypt/Egyptology, 17(4), pp.541-561.

Page 44




The Corporate International - Vol. 8, Issue 1 —2024
© Eureka Journals 2024. All Rights Reserved. International Peer Reviewed Referred Journal

Awan, S., Diwan, M.N., Aamir, A., Allahuddin, Z., Irfan, M., Carano, A., Vellante, F.,
Ventriglio, A., Fornaro, M., Valchera, A. and Pettorruso, M., 2022. Suicide in healthcare
workers: Determinants, challenges, and the impact of COVID-19. Frontiers in
psychiatry, 12, p.792925.

Belias, D., Vasiliadis, L. and Mantas, C., 2020. The human resource training and development of
employees working on luxurious hotels in Greece. In Cultural and Tourism Innovation in
the Digital Era: Sixth International IACuDiT Conference, Athens 2019 (pp. 639-648).
Springer International Publishing.

Bilsland, C., Nagy, H. and Smith, P., 2020. Virtual Internships and Work-Integrated Learning in
Hospitality and Tourism in a Post-COVID-19 World. International Journal of Work-
Integrated Learning, 21(4), pp.425-437.

Chung, H., Quan, W., Koo, B., Ariza-Montes, A., Vega-Mufioz, A., Giorgi, G. and Han, H.,
2021. A threat of customer incivility and job stress to hotel employee retention: do
supervisor and co-worker supports reduce turnover rates?. International Journal of
Environmental Research and Public Health, 18(12), p.6616.

EHL Insights, 2023, What is the Hospitality Industry? All your questions answered Accessed
from https://hospitalityinsights.ehl.edu/hospitality-industry [Accessed on 05.02.2024]

Elsafty, A. and Oraby, M., 2022. The impact of training on employee retention: An empirical
research on the private sector in Egypt. International Journal of Business and
Management, 17(5), pp.58-74.

Faraj, KM, Faeq, DK, Abdulla, DF, Ali, BJ, &Sadq, ZM (2021). Total Quality Management And
Hotel Employee Creative Performance: The Mediation Role Of Job Embeddedment.
Journal of Contemporary Issues in Business and Government, 27(1), pp.3838-3855.

Green, S. and Tran, X., 2023, July. Effects of Luxury Hotel Guests’ Feedback on Average Daily
Rate (ADR), Revenue Per Available Room (RevPAR), and Goodwill-An Empirical
Study in Pensacola. In International Conference on Human-Computer Interaction (pp.
444-454). Cham: Springer Nature Switzerland.

Hua, N., Huang, A., Medeiros, M. and DeFranco, A., 2020. The moderating effect of operator
type: the impact of information technology (IT) expenditures on hotels’ operating

performance. International Journal of Contemporary Hospitality Management, 32(8),
pp-2519-2541.

Idayanti, E., Ayu, I.D.A. and Piartrini, P.S., 2020. The effects of communication, competency

and workload on employee performance in Hotel PuriSaron, Seminyak, Kuta, Bali.
American Journal of Humanities and Social Sciences Research, 4(6), pp.29-37.

Kim, H.M., 2020. International real estate investment and urban development: an analysis of
Korean activities in Hanoi, Vietnam. Land Use Policy, 94, p.104486.
Luo,Z.,Ma, E.and L1, A., 2021. Driving frontline employees performance through mentorship,

training, and interpersonal helping: The case of upscale hotels in China. International
Journal of Tourism Research, 23(5), pp.846-857.

Lushin, V., Marcus, S., Gaston, D., Beidas, R., Lamson, A., Goy, I., Godina, I., Rees, J., Rivera,
R. and Mandell, D., 2020. The role of staffing and classroom characteristics on preschool

Page 45



https://hospitalityinsights.ehl.edu/hospitality-industry

The Corporate International - Vol. 8, Issue 1 —2024
© Eureka Journals 2024. All Rights Reserved. International Peer Reviewed Referred Journal

teachers’ use of one-to-one intervention with children with autism. Autism, 24(8),
pp-2035-2045.

Nguyen, C., 2020. The impact of training and development, job satisfaction and job performance
on young employee retention. Job Satisfaction and Job Performance on Young Employee
Retention (May 1, 2020).

Nikolskaya, E.Y., Lepeshkin, V.A., Kulgachev, 1.P., Matveev, A.A. and Lebedeva, O.Y., 2020.
Perfection of quality management of hotel services. Journal of Environmental
Management and Tourism, 11(2 (42)), p.417.

Nunkoo, R., Teeroovengadum, V., Ringle, C.M. and Sunnassee, V., 2020. Service quality and
customer satisfaction: The moderating effects of hotel star rating. International Journal
of Hospitality Management, 91, p.102414.

Pekersen, Y. and Tugay, O., 2020. Professional satisfaction as a key factor in employee
retention: A case of the service sector. Journal of Tourism and Services, 11(20), pp.1-27.

Phan, T.K., Nguyen, T.H.T., Dang, T.H. and Le, K.N., 2021. Non-financial factors affecting the
operational performance of hospitality companies: Evidence from Vietnam. Problems
and Perspectives in Management, 19(4), p.48.

Pniak, B., Leszczak, J., Adamczyk, M., Rusek, W., Matlosz, P. and Guzik, A., 2021.
Occupational burnout among active physiotherapists working in clinical hospitals during
the COVID-19 pandemic in south-eastern Poland. Work, 68(2), pp.285-295.

Prentice, C., Dominique Lopes, S. and Wang, X., 2020. The impact of artificial intelligence and
employee service quality on customer satisfaction and loyalty. Journal of Hospitality
Marketing & Management, 29(7), pp.739-756.

Reidhead, C., 2020. Impact of organizational culture on employee satisfaction: A case of Hilton
hotel, United Kingdom. Journal of Economics and Business, 3(1).

Statista Research Department, 2023, Accessed from https://www.statista.com/statistics/2972
69/number-of-marriott-international-employees-worldwide/?kw=&crmtag=adwords &ga
d_source=1&gclid=CjwKCAiAiP2tBhBXEiwACslfnrNBVvRRZnMdZtTCIJKmOjpFi0
n93 PfBOGpJXBnXko3lokOen49agRoCLWOQAvVD BWE [Accessed on 05.02.2024]

Statista, 2022, Share of employees worldwide who see learning as key to success in their career
in 2021, by generation Accessed from https://www.statista.com/statistics/1017740/
employees-sense-success-organization-generation-worldwide/ [ Accessed on 05.02.2024]

Tavares, F., Simoes, M., Matos, B., Smith, T.B. and Driller, M., 2020. The acute and longer-
term effects of cold water immersion in highly-trained volleyball athletes during an
intense training block. Frontiers in Sports and Active Living, 2, p.568420.

Wafa'a, F., Alhurani, J., Alhalal, E., Al-Dwaikat, T.N. and Al-Faouri, 1., 2020. Nursing
empowerment: How job performance is affected by a structurally empowered work
environment. JONA: The Journal of Nursing Administration, 50(12), pp.635-641.

Waganimaravu, M. and Arasanmi, C.N., 2020. Employee training and service quality in the
hospitality industry. Journal of Foodservice Business Research, 23(3), pp.216-227.

Page 46



https://www.statista.com/statistics/2972
https://www.statista.com/statistics/1017740/

