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33. TRAINING SYSTEMS FOR STAFF IN HOTEL INDUSTRY
Lukianets H.H., PhD,
Yevstafiev V., Master’s student,
National University of Food Technologies
(NUFT), Kyiv

Introduction. Taking Western experience in staff management at hotels, today in
Ukraine, educational systems and trainings for adaptation of new employees are widely
used. Speaking briefly, the training is a method of active learning, aimed at developing
knowledge, skills or abilities of an individual or group. Training systems are spreading at
high speed, and today, almost every five-star hotel introduces it at the company to improve
the staff and maintain collective spirit. Staff training is just an integral part of the workflow
of any enterprise. At hospitality industry this system will help staff to provide better services
to hotel guests. I explored the advantages and disadvantages of introducing such a system at
a hotel enterprise, for example, of the Premier Palace Hotel in Kyiv. It is precisely in the
Premier Palace Hotel that for many years this system of staff trainings is used, which
consists of several diverse trainings for each employee: regardless of the position - be it the
cleaner or the manager of the department.

I have explored the principles of conducting such trainings at the Premier Palace Hotel
as a reception and accommodation service. The method of observation revealed that training
data comprehensively develops employees, helps to orient in unfamiliar situations.
According to surveys conducted by HR department, 95% of employees are satisfied with
the quality, utility and volume of information provided.

In addition to the fact that new employees are taught basic rules for working with
foreign and domestic customers of hotel services, these trainings also provide information
on the network of Premier Hotels & Resorts hotels: the composition, categories and location
of each company that enters this network. The poll method found that employees were less
satisfied with this information and considered it unnecessary. Only 40% of respondents
believe that this information is useful. In order to understand whether employees assimilate
information provided to them, a compulsory examination system was introduced after
completing all training at the enterprise for each employee. In addition, in the event of a
poor outcome on this exam, an employee receives lower wages than another employee who
successfully passed the exam. 97% of respondents disagree with such a strict system and
believe that it demotivates them to work at this enterprise.

It can be concluded, that the system of introducing trainings at the hotel business offers
many benefits to the hotel: it increases the productivity of the personnel, develops them
comprehensively and helps to navigate in unfamiliar situations. The hotel guests have a
positive impression of staff and their competence. However, such a system of trainings, in
my opinion, should be voluntary. Assessing the competence of staff in an area that isn’t
related to their direct work negatively affects the attitude of the staff to the hotel
administration.
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