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Abstract 

Employee training and development play an important role in improving service quality and 

customer satisfaction in the hospitality industry. This study aims to examine their contribution to 

service excellence through a narrative review of 25 existing research studies. The review critically 

analyzes training practices, professional development, employee competencies, organizational 

support, and service-related outcomes. The findings indicate that effective training enhances 

technical skills, communication abilities, employee performance, and customer satisfaction. 

However, training alone does not guarantee service excellence, as organizational support, 

leadership, employee motivation, and practical application of acquired skills also influence service 

delivery. The review further highlights the growing importance of continuous learning, experiential 

training, and technology-based development approaches. Methodological limitations and gaps in 

existing research are also identified. The study concludes that integrated training and development 

strategies are essential for strengthening employee capabilities, improving service quality, and 

achieving sustainable service excellence in hospitality organizations. 
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1. Introduction 

The hospitality industry is one of the most service-intensive sectors of the global economy, where 

customer satisfaction and organizational success depend largely on the quality of services delivered 

by employees. Unlike manufacturing industries, where product quality can often be assessed before 

consumption, hospitality services are produced and experienced through direct interactions 

between employees and customers. Hotels, restaurants, resorts, and other hospitality 

establishments rely heavily on their workforce to create positive guest experiences and maintain 

consistent service standards. Employees are responsible not only for performing operational 

activities but also for understanding customer expectations, resolving complaints, and providing 

personalized services. Consequently, the knowledge, skills, attitudes, and professional behavior of 

employees have become essential factors influencing service quality and organizational 

competitiveness. In this context, employee training and development are increasingly recognized as 

important human resource management practices that contribute to service excellence (Nath & 

Kamakshi, 2024; Abu Hussein et al., 2023). 

Service excellence extends beyond the basic delivery of services and involves consistently meeting 

or exceeding customer expectations through professional behavior, responsiveness, reliability, 

empathy, and effective problem-solving. In the hospitality industry, customers evaluate their 

experiences through several interactions, including reservations, reception services, housekeeping, 

food and beverage services, and complaint handling. Even minor service failures can influence 

customer satisfaction and perceptions of the organization. Therefore, hospitality establishments 

must ensure that employees possess the competencies required to deliver reliable and customer-

oriented services. Abdelhamied (2019) reported that employee training activities positively 

influenced service quality and customer satisfaction, which subsequently contributed to favorable 

customer behavioral intentions. Similarly, Ambepitiya and Dharmasiri (2017) identified a positive 

relationship between professional employee training and customer satisfaction in small and 

medium-scale hotels in Sri Lanka. These findings suggest that improving employee capabilities 

through professional training can contribute to better service experiences and customer retention. 

Employee training refers to organized learning activities designed to improve employees' 

knowledge, skills, and abilities required to perform their existing responsibilities effectively. Such 

activities may include technical training, communication skills development, customer relationship 

management, complaint-handling techniques, workplace safety, and service etiquette. Employee 

development, on the other hand, represents a broader and continuous process aimed at improving 

employees' professional capabilities, career opportunities, adaptability, and long-term 

organizational contribution. Both practices are particularly important in hospitality organizations 

because employees frequently interact with customers from different cultural, social, and 
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professional backgrounds. Waqanimaravu and Arasanmi (2020) highlighted the importance of 

perceived training benefits and organizational support in improving service quality. Similarly, Hosen 

et al. (2024) established significant relationships between training and development, career 

development, organizational commitment, and employee work performance in the hotel industry. 

These studies indicate that training and development should be considered complementary 

practices supporting employee effectiveness and organizational performance. 

The changing nature of the hospitality industry has further increased the importance of continuous 

employee learning. Technological developments, digital reservation systems, changing customer 

preferences, and growing expectations for personalized services require hospitality employees to 

regularly update their competencies. Traditional training approaches are gradually being 

supplemented by workplace learning, digital training platforms, blended learning, job rotation, and 

practical skill-development activities. Suksutdhi (2024) identified several innovative training 

methods, including job rotation, blended learning, practical training, and game-based learning, as 

relevant components of human resource development in the hotel industry. Nobukawa (2024) 

emphasized the importance of practical workplace experiences and informal learning in developing 

hospitality competencies. Furthermore, Wan Nawawi et al. (2025) highlighted continuous learning, 

digital technologies, and organizational support as important components of talent development. 

These findings indicate that hospitality organizations need to adopt flexible training approaches that 

address both current operational requirements and future professional development needs. 

Although employee training is generally associated with improved organizational outcomes, its 

effectiveness may depend on several individual and organizational conditions. Providing training 

opportunities does not necessarily ensure that employees will apply the acquired knowledge and 

skills in their daily work. Training relevance, employee motivation, managerial support, workplace 

conditions, and organizational commitment may influence the extent to which training contributes 

to service improvement. Gigova (2025) identified employee motivation, leadership, and training as 

significant predictors of perceived service quality in the hospitality industry. Castro-Casal et al. 

(2019) demonstrated that service training plays an important moderating role in the relationship 

between employee empowerment, affective commitment, and extra-role customer service. 

Similarly, Laia and Widagdo (2025) highlighted training and development, employee recognition, 

workload management, and interdepartmental coordination as important factors influencing hotel 

service quality. These findings suggest that employee training should be supported by effective 

managerial practices and a positive organizational environment to achieve meaningful 

improvements in service delivery.Despite the growing recognition of employee training and 

development, existing research presents differences in the strength and nature of their 

relationships with service-related outcomes. Several studies have reported positive associations 

between training practices and employee performance, service quality, and customer satisfaction 
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(Abdelhamied, 2019; Wangechi et al., 2020; Abu Hussein et al., 2023). However, Sandy (2025) found 

that employee training and development explained only 1.4% of the variation in customer 

satisfaction in the hotel context examined, indicating that other factors may play a substantial role 

in shaping customer experiences. Similarly, Katić et al. (2020) demonstrated that the relationship 

between investment in employee development and organizational outcomes involves the 

interaction of training expenditure and training duration. Such findings suggest that the 

effectiveness of training cannot be understood solely through the availability or frequency of 

training programs. Instead, greater attention is required to understand training quality, employee 

development opportunities, organizational support, and the application of acquired competencies 

in actual service situations. 

Another important consideration is that previous studies have examined employee training and 

development across different geographical, organizational, and operational contexts. Research 

conducted in Jordan, Bangladesh, Thailand, Sri Lanka, Spain, and other countries has contributed 

valuable evidence regarding the relationship between human resource practices and hospitality 

service outcomes. However, differences in organizational structures, workforce characteristics, 

training resources, and customer expectations may influence the applicability of these findings 

across hospitality establishments. Small and medium-scale hotels, for example, may face different 

training challenges compared with large luxury hotels. Ambepitiya and Dharmasiri (2017) 

emphasized the importance of professional training in smaller hospitality establishments, while 

Georgiou (2014) examined human resource management and service quality within five-star hotels. 

These differences highlight the importance of examining existing research across various hospitality 

contexts to develop a broader understanding of employee training and development practices. 

Against this background, the present paper adopts a narrative literature review approach to 

examine employee training and development as determinants of service excellence in the 

hospitality industry. The review brings together existing conceptual and empirical studies to 

understand how training practices, professional development opportunities, technical and 

interpersonal competencies, organizational support, and continuous learning contribute to service-

related outcomes. Particular attention is given to the relationship between employee training, 

employee performance, service quality, customer satisfaction, and organizational commitment. The 

review also considers the challenges associated with implementing effective training programs and 

transferring acquired knowledge into workplace practices. By critically examining and synthesizing 

the available literature, the paper seeks to identify common findings, contrasting perspectives, and 

areas requiring further investigation. Ultimately, the study aims to contribute to a better 

understanding of how hospitality organizations can strengthen their human resources through 

effective training and development strategies to support consistent service quality and long-term 

service excellence. 
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2. Literature Review 

Nath and Kamakshi (2024) examined the role of employee training in improving service excellence 

in the Indian hotel industry. The study emphasized the importance of professional competencies, 

communication skills, and employee attitudes in delivering quality services. It highlighted challenges 

such as employee turnover, skill shortages, and changing customer expectations. The authors 

suggested that structured training and career development improve employee productivity, 

motivation, and job satisfaction. The study concluded that continuous employee training is essential 

for enhancing service quality and organizational competitiveness. 

Gigova (2025) investigated the influence of human potential on service quality in North Macedonia's 

hospitality industry. The study employed a mixed-methods approach involving 200 hotel employees 

and 30 semi-structured interviews. The findings revealed a strong positive correlation between 

investment in human potential and service quality (r = 0.74, p < 0.01). Employee motivation (β = 

0.42), leadership (β = 0.33), and training (β = 0.29) emerged as significant predictors of service 

quality. The study emphasized that training, supportive leadership, and employee motivation 

collectively contribute to service excellence. 

Ferdiansah (n.d.) examined the impact of employee training and development on productivity in the 

hospitality industry. The study adopted a quantitative approach and collected questionnaire 

responses from 100 hotel employees. Linear regression analysis revealed a positive and statistically 

significant relationship between training and employee productivity. Training programs improved 

employees' professional competencies, work efficiency, job satisfaction, and communication skills. 

The study highlighted the importance of continuous skill development and technological 

competencies in improving employee performance. 

Sandy (2025) investigated the relationship between employee training, development, and customer 

satisfaction at MaxOne Hotels in Makassar, Indonesia. The study employed a mixed-methods 

approach using employee surveys, customer feedback, and performance information. The findings 

indicated that training and development explained only 1.4% of the variation in customer 

satisfaction. However, training was recognized as useful for improving communication, problem-

solving, emotional regulation, and operational efficiency. The study suggested integrating technical, 

interpersonal, and technology-based training to strengthen employee competencies and service 

delivery. 

Wan Nawawi et al. (2025) examined talent development practices and their contribution to 

employee engagement, retention, and service quality in hospitality organizations. The study 

employed a systematic literature review following PRISMA guidelines and analyzed 19 research 

articles published between 2014 and 2024. The findings highlighted continuous training, career 
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development, and supportive working environments as important components of talent 

management. Digital learning, gamification, and artificial intelligence were also identified as 

emerging approaches to employee development. The authors concluded that continuous talent 

development supports employee competencies, motivation, retention, and organizational 

effectiveness. 

Waqanimaravu and Arasanmi (2020) investigated the relationship between employee training and 

service quality in the hospitality industry. The study examined perceived access to training, training 

benefits, and organizational support using 120 usable survey responses. The findings revealed 

significant relationships between perceived training benefits, organizational support, and service 

quality. The researchers emphasized that supportive training practices improve employee 

competencies and customer service capabilities. The study highlighted the importance of 

organizational commitment to employee training for achieving improved service quality. 

Nobukawa (2024) explored the development of hospitality competencies among employees in small 

and medium-sized accommodation establishments in Japan. The study adopted a qualitative 

approach involving semi-structured interviews with seven young hospitality employees. Data were 

analyzed using the Modified Grounded Theory Approach, identifying 36 concepts, 15 subcategories, 

and four major categories. The findings revealed that workplace experiences, interpersonal 

interactions, and additional responsibilities contribute to employee learning. The study emphasized 

experiential learning and informal workplace relationships as important factors in developing 

hospitality service competencies. 

Valachis et al. (n.d.) examined the assessment of training quality and its relationship with service 

quality improvement in the hospitality industry. The study reviewed service quality literature and 

proposed an exploratory model for developing targeted employee training programs. The authors 

discussed SERVQUAL dimensions, including reliability, responsiveness, assurance, empathy, and 

tangibles, as important service quality indicators. The study emphasized aligning training content 

with customer expectations and employees' service-related responsibilities. It suggested that 

integrating technical and interpersonal skills into training programs can support improved service 

delivery. 

Nardo et al. (2022) investigated the effectiveness of employee training and development methods 

in selected hotels in Cebu City, Philippines. The study employed a quantitative descriptive approach 

involving 71 employees selected through convenience sampling. Training methods examined 

included job rotation, simulation, role modeling, lectures, programmed instruction, and team 

training. The findings indicated that employees perceived these methods as highly effective in 

improving professional competencies. The study recommended selecting training approaches 
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according to job responsibilities and organizational requirements to strengthen employee 

performance and service delivery. 

Wangechi et al. (2020) examined the influence of employee learning and development on service 

delivery in hospitality establishments in Nyeri County, Kenya. The study adopted a cross-sectional 

survey design involving 104 participants selected through stratified sampling. Data were collected 

using semi-structured questionnaires to assess employee development practices and service 

delivery. The findings revealed a significant positive influence of learning and development on 

service performance. The researchers recommended continuous professional development and 

structured learning initiatives to improve employee competencies and organizational 

competitiveness. 

Jawabreh et al. (2020) investigated factors influencing employee service performance in five-star 

hotels in Aqaba, Jordan. The study examined employee training, transformational leadership, 

teamwork, workplace environment, and performance appraisal. The findings revealed significant 

positive relationships between these factors and employee service performance, with an R² value 

of 0.425. The researchers highlighted that inadequate training for newly recruited employees may 

negatively affect service delivery. The study emphasized structured training and supportive 

management practices as important contributors to hospitality service quality. 

Suksutdhi (2024) examined innovative employee training and development practices in the hotel 

industry of Nakhon Ratchasima Province, Thailand. The study employed a quantitative approach 

involving 400 hotel employees and applied structural equation modeling. Seven important training 

factors were identified, including job rotation, blended learning, practical training, classroom 

instruction, study tours, game-based learning, and teaching. The researcher proposed an innovative 

training model aligned with ASEAN hotel industry standards. The study concluded that modern 

training approaches and technological integration can enhance employee service performance and 

guest satisfaction. 

Georgiou (2014) examined the contribution of human resource management practices to service 

quality in five-star hotels in Cyprus. The doctoral research explored the relationship between human 

resource management, organizational performance, and hospitality service delivery. The study 

considered perspectives from hotel management, employees, and customers to understand 

service-related practices. It emphasized the relevance of effective human resource management in 

maintaining quality service standards within luxury hotels. The research provides a conceptual 

foundation for understanding the contribution of workforce management to service excellence. 

Shah and Shrestha (2022) investigated the relationship between human resource management 

practices and customer satisfaction in the Nepalese hotel industry. The study collected data from 
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315 hotel managers and employees and analyzed the responses using SPSS. The findings revealed 

positive relationships between recruitment and training practices, performance management, 

service quality, and customer satisfaction. However, compensation was not found to have a 

relationship with quality service delivery. The authors emphasized the importance of strengthening 

HRM strategies to improve employee effectiveness and customer satisfaction in hospitality 

establishments.  

Vardan (2024) examined the impact of employee training programs on service performance in 

restaurants through a desk-based literature review. The study analyzed previously published 

research and reports to understand the contribution of training to restaurant service quality. The 

findings indicated that trained employees are better equipped to manage customer complaints, 

special requests, and service-related responsibilities. Training was also associated with improved 

employee confidence, motivation, operational standards, and customer loyalty. The study 

recommended continuous employee training as an important strategy for achieving consistent 

service performance in restaurants.  

Anisa et al. (2024) investigated the contribution of employee training and development to improving 

service quality through a literature review approach. The study examined how training strengthens 

employees' technical and interpersonal competencies required for effective service delivery. The 

findings suggested that employee development improves responsiveness, empathy, and the ability 

to meet customer expectations. The researchers emphasized that continuous training contributes 

to organizational competitiveness and customer retention. The study concluded that employee 

training and development are essential strategies for improving service quality and organizational 

performance.  

Laia and Widagdo (2025) explored the role of human resource management strategies in improving 

employee engagement and service quality in hotel front office departments. The study employed a 

qualitative approach using semi-structured interviews with hotel managers. The findings identified 

training and development, employee motivation, recognition, workload management, and 

departmental coordination as important factors influencing service quality. Challenges such as 

budget limitations, workplace stress, inconsistent rewards, and communication gaps were also 

identified. The researchers recommended technology-based training, transparent incentives, and 

improved communication systems to enhance employee satisfaction and service efficiency.  

Hosen et al. (2024) examined the influence of training and development, career development, and 

organizational commitment on employee work performance in the hotel industry of Bangladesh. 

The study collected data from 362 frontline hotel employees and analyzed the relationships using 

SPSS and SmartPLS. The findings revealed significant relationships between training and 

https://ijeponline.com/index.php/journal


(Oct 2026) Employee Training and Development as Determinants of Service Excellence in the Hospitality 

Industry: A Literature Review 

International Journal of Economic Perspectives,20(10) 40 -56 
ISSN: 1307-1637 ABDC 
Retrieved from https://ijeponline.com/index.php/journal 
 

 

© 2026 by The Author(s). ISSN: 1307-1637 International journal of economic perspectives is licensed under a Creative Commons 

Attribution 4.0 International License. 

Submitted: 02 July 2026, Revised: 09 Aug 2026, Accepted: 21 Sep 2026,  

48 

development, career development, organizational commitment, and work performance. 

Organizational commitment was also found to mediate the relationship between employee 

development practices and performance. The study emphasized the importance of continuous 

training and career development opportunities for improving employee performance in hospitality 

organizations.  

Riyanto et al. (2021) investigated the influence of work motivation and job satisfaction on employee 

performance, considering employee engagement as a mediating variable. The study collected data 

from 103 information technology employees in Jakarta and Bandung, Indonesia, using convenience 

sampling and SmartPLS analysis. The findings revealed that motivation positively influenced 

employee performance, while job satisfaction did not show a direct effect. Employee engagement 

also showed no direct effect on performance, although significant mediating relationships were 

reported. Although conducted outside hospitality, the study provides useful insights into the 

importance of employee motivation and engagement for organizational performance.  

Phan et al. (2021) examined the influence of non-financial factors on the operational performance 

of hospitality companies in Vietnam. The study collected data from 346 hospitality executives and 

applied structural equation modeling to analyze the relationships. The findings revealed that service 

quality, organizational flexibility, and resource utilization positively influenced hotel operational 

performance. Innovation demonstrated an indirect influence through service quality, while market 

orientation had no significant direct effect on performance. The study highlighted the importance 

of service quality and efficient resource management in improving hospitality business 

performance.  

Abu Hussein et al. (2023) examined the relationship between human resource management 

practices, employee satisfaction, service quality, and employee service behavior in Jordan's hotel 

industry. The study collected data from 290 employees and 290 customers across hotels in four 

major tourist destinations. The researchers employed a quantitative approach using correlation, 

ANOVA, and SPSS for data analysis. The findings revealed that recruitment, employee capabilities, 

compensation, performance appraisal, and training and development positively influenced 

employee satisfaction and service quality. The study concluded that effective HRM practices 

contribute significantly to improved employee behavior and organizational success in the hospitality 

sector.  

Castro-Casal et al. (2019) investigated the relationship between employee empowerment, affective 

commitment, service training, and extra-role customer service in the hospitality industry. The study 

collected data from frontline employees working in three-to-five-star hotels in Santiago de 

Compostela, Spain. The researchers examined the mediating role of affective commitment and the 
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moderating influence of service training. The findings indicated that empowerment contributes to 

stronger organizational commitment and improved extra-role service when employees receive 

moderately high levels of customer service training. The study emphasized that employee 

empowerment supported by adequate training can improve service performance and customer 

experiences.  

Abdelhamied (2019) examined the impact of employee training activities on service quality, 

customer satisfaction, and behavioral intentions in the hotel industry. The study collected data from 

hotel employees and customers and applied simple and multiple regression analyses. The findings 

demonstrated that employee training activities positively influenced service quality and increased 

customer satisfaction. Improved customer satisfaction was also associated with stronger positive 

behavioral intentions among hotel guests. The researcher concluded that systematic employee 

training is an important strategy for enhancing service excellence and maintaining competitiveness 

in the hospitality industry.  

Katić et al. (2020) investigated the relationship between investment in employee development, 

organizational productivity, and service quality. The study analyzed data from 160 organizations in 

Serbia collected during 2015 and 2016 using two-way multivariate analysis of variance (MANOVA). 

Employee development investment was measured through annual training days and the percentage 

of operating costs allocated to training. The findings identified an interaction effect between 

training expenditure and training duration on organizational productivity and service quality. The 

study highlighted the importance of considering both financial investment and training duration 

when evaluating employee development outcomes.  

Ambepitiya and Dharmasiri (2017) examined the influence of professional employee training on 

customer satisfaction in small and medium-scale hotels in Sri Lanka. The study collected primary 

data through questionnaires administered to 53 employees from ten hotels and 30 domestic and 

international customers. The findings revealed that professional training had a direct positive 

impact on customer satisfaction and perceived service quality. Both employees and customers 

acknowledged that higher levels of professional training contributed to improved service delivery. 

The researchers concluded that continuous professional training enhances employee capabilities, 

customer satisfaction, and repeat purchasing behavior in the hospitality industry. 

3. Critical Analysis and Synthesis of the Literature 

3.1 Employee Training and Service Excellence 

The reviewed literature highlights the importance of employee training and development in 

improving service quality and organizational performance in the hospitality industry. Several studies 

have established positive relationships between employee training, professional competencies, 

customer satisfaction, and service performance. Abdelhamied (2019) found that training activities 
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positively influenced service quality and customer satisfaction, while Abu Hussein et al. (2023) 

demonstrated that effective human resource management practices contribute to improved 

employee behavior and service delivery. Similarly, Nath and Kamakshi (2024) emphasized the role 

of continuous training in strengthening employee competencies and organizational 

competitiveness. However, most studies examine training as a general human resource practice 

without clearly distinguishing the effectiveness of different training methods. This limits 

understanding of which training approaches contribute most significantly to service excellence. 

3.2 Contradictory Findings and Training Effectiveness 

Although existing research generally supports the positive influence of employee training, some 

studies present contrasting findings. Sandy (2025) reported that training and development 

explained only 1.4% of the variation in customer satisfaction, indicating that employee training 

alone may not substantially influence customer experiences. In contrast, Waqanimaravu and 

Arasanmi (2020) identified significant relationships between training benefits, organizational 

support, and service quality. Katić et al. (2020) further demonstrated that training expenditure and 

training duration interact in their relationship with organizational productivity and service quality. 

These findings suggest that the effectiveness of training depends not only on its availability but also 

on its relevance, implementation, and organizational context. Therefore, training participation 

should not automatically be considered evidence of improved service performance. 

3.3 Employee Development and Organizational Support 

Employee development involves continuous learning, professional growth, career advancement, 

and the enhancement of workplace competencies. Hosen et al. (2024) identified significant 

relationships between training and development, career development, organizational commitment, 

and employee performance. Similarly, Castro-Casal et al. (2019) found that service training 

strengthened the relationship between employee empowerment, affective commitment, and extra-

role customer service under particular training conditions. Gigova (2025) also identified employee 

motivation, leadership, and training as significant predictors of perceived service quality. These 

findings indicate that employee development may contribute to service excellence through 

improved competencies and organizational commitment. However, the influence of training cannot 

be separated entirely from leadership, motivation, and workplace support. This highlights the 

importance of examining employee development within the broader organizational environment. 

3.4 Training Methods and Technological Development 

The literature identifies several approaches to employee training, including classroom instruction, 

job rotation, practical training, simulations, and digital learning. Nardo et al. (2022) reported that 

hotel employees perceived different training methods as effective in improving their competencies. 

Suksutdhi (2024) emphasized innovative approaches such as blended learning, game-based 
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learning, and job rotation, while Nobukawa (2024) highlighted the importance of experiential 

learning and workplace interactions. Wan Nawawi et al. (2025) further discussed digital learning 

and artificial intelligence as emerging tools for employee development. However, the reviewed 

studies provide limited comparative evidence regarding the effectiveness of traditional and 

technology-based training methods. Consequently, further research is required to determine how 

different training approaches influence actual employee behavior and customer service outcomes. 

3.5 Methodological Limitations and Research Gaps 

A critical examination of the literature reveals several methodological limitations. Many studies 

employ quantitative, cross-sectional research designs that identify statistical relationships but 

cannot conclusively establish causal effects. For example, Wangechi et al. (2020), Abu Hussein et al. 

(2023), and Hosen et al. (2024) examined employee development and performance through survey-

based approaches. Moreover, the studies use different outcome measures, including employee 

productivity, customer satisfaction, service quality, and organizational performance. These 

differences make direct comparisons difficult. Research has also been conducted across diverse 

geographical and organizational contexts, which may limit the generalizability of findings. 

Furthermore, relatively limited attention has been given to the long-term effectiveness of training, 

the transfer of acquired skills to workplace practices, and the combined influence of employee 

development and organizational support. These limitations indicate opportunities for more 

integrated and longitudinal research. 

3.6 Conceptual Synthesis of the Literature 

Based on the reviewed studies, employee training and development may contribute to service 

excellence through improvements in professional competencies, employee motivation, 

organizational commitment, and service-related behavior. However, these relationships may be 

influenced by organizational support, leadership, and opportunities to apply acquired skills. The 

following conceptual framework summarizes these relationships. 

Figure 1. Conceptual Framework of Employee Training, Development, and Service Excellence 
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The framework suggests that training and development may influence service excellence by 

strengthening employee competencies and service-related attitudes. Organizational support, 

leadership, and training transfer are proposed as important conditions influencing this process. This 

interpretation is consistent with the findings of Gigova (2025), Hosen et al. (2024), and Castro-Casal 

et al. (2019). 

4. Major Findings of the Study 

Based on the critical analysis and synthesis of the 25 reviewed studies, the following major findings 

have been identified: 

4.1. Positive Influence of Employee Training: Employee training is positively associated with service 

quality, employee performance, and customer satisfaction in the hospitality industry. 

4.2. Improvement in Professional Competencies: Training enhances employees' technical 

knowledge, communication abilities, problem-solving skills, and customer-handling competencies. 

4.3. Importance of Continuous Development: Continuous professional development and career 

advancement opportunities contribute to employee performance, organizational commitment, and 

long-term workforce development. 

4.4. Role of Organizational Support: Management support, supportive working conditions, and 

access to training opportunities are important factors associated with effective service delivery. 

4.5. Influence of Employee Motivation: Employee motivation and leadership contribute 

significantly to perceived service quality alongside training initiatives. 

4.6. Training and Customer Satisfaction: Professional training can improve customer satisfaction 

and encourage favorable customer behavioral intentions. 
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4.7. Effectiveness of Practical Training: Job rotation, simulations, workplace learning, and 

experiential training are perceived as useful approaches for developing hospitality-related 

competencies. 

4.8. Emergence of Digital Training: Blended learning, game-based learning, and digital training 

platforms are increasingly recognized as approaches to employee development. 

4.9. Importance of Training Relevance: Training programs aligned with employees' job 

responsibilities and organizational requirements are more likely to support effective service 

delivery. 

4.10. Training Alone Is Insufficient: Employee training does not necessarily guarantee improved 

customer satisfaction, as other organizational and service-related factors also influence customer 

experiences. 

4.11. Role of Employee Empowerment: Employee empowerment, supported by appropriate 

service training, contributes to organizational commitment and improved customer service 

behavior. 

4.12. Training Investment and Duration: The relationship between training investment and 

organizational outcomes depends on the interaction between training expenditure and training 

duration. 

4.13. Importance of Training Transfer: Applying acquired knowledge and skills in actual workplace 

situations is essential for translating training into improved service performance. 

4.14. Methodological Limitations: Many existing studies rely on cross-sectional surveys and self-

reported data, limiting conclusions about causal relationships and the long-term effectiveness of 

employee training. 

4.15. Need for Integrated Development Strategies: The overall findings indicate that employee 

training, continuous development, organizational support, leadership, and motivation should be 

considered together when developing strategies for sustainable service excellence. 

5. Conclusion 

The present literature review highlights the importance of employee training and development in 

achieving service excellence in the hospitality industry. The findings indicate that effective training 

enhances professional competencies, employee performance, and customer satisfaction. However, 

training outcomes depend on organizational support, leadership, employee motivation, and the 
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practical application of acquired skills. Continuous learning, career development, and technology-

based training further contribute to workforce effectiveness. The review emphasizes the need for 

integrated employee development strategies rather than isolated training initiatives. Future 

research should examine long-term training effectiveness and its relationship with service quality 

across different hospitality settings and organizational contexts. 
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