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Executive Summary 
 
Hotel Des Indes (HDI) is a prestigious hotel dating back to the 19th century, with a rich 
history and a member of the Leading Hotels of the World (LHW). It offers various 
amenities, including dining, meeting spaces, and a health club with spa facilities. Currently, 
the Hospitality Industry (HI) is dealing with severe labor shortages primarily as a result of 
the COVID-19 virus, which led to even higher turnover rates as compared to before the 
pandemic. In search of a solution, many employers, including HDI, resort to the usage of 
Temporary Employees (TE). To minimize turnover rates, Training & Development (T&D) is 
applied to increase Job Satisfaction (JS) and Organizational Commitment (OC). Although 
the effects of T&D on the JS and OC of Permanent Employees (PE) are well known, it 
remains unclear whether the effects hold in the context of TE. Given HDI’s Food & 
Beverage (F&B) team consists of 50% TE, it is vital to understand how T&D affects OC 
among TE. Therefore, this research aims to identify the effects of T&D on OC as measured 
by JS in order to provide valuable recommendations as to how HDI can minimize employee 
turnover rates regarding TE. In doing so, this research explores additional factors 
influencing OC, effective training plan characteristics, and current training offerings at HDI.  
 
OC reflects an employee's loyalty to an organization, which in turn affects performance. 
Low OC is associated with absenteeism, tardiness, and high turnover, resulting in 
increased HR-related costs. According to the three-component model, OC includes 
Affective Commitment (emotional connection), Continuous Commitment (losses 
associated with leaving), and Normative Commitment (sense of duty and moral 
obligation). In summary, managerial support, role stress, empowerment, and job 
insecurity significantly influence OC. Job Satisfaction (JS) reflects contentment with a job 
and impacts turnover and HR costs. JS is linked to OC and overall organizational 
performance. Trust, job autonomy, relative income and T&D impact JS. T&D is essential 
for improving employee skills, motivation, and retention. Regular T&D evaluation, 
management support, and a learning culture contribute to its effectiveness. However, in 
the context of TE, managers often choose not to train these employees given it is a costly 
investment. Simultaneously, TE may prioritize general skill training over company-specific 
training.  
 
Within this study, a Mixed Method Research Approach has been employed, which combined 
quantitative and qualitative research in the form of a survey and focus group to explore 
the proposed relationship. A convenience sample has been used to gather data. The 
participants' JS was measured before and after exposure to an online LQA training. The 
focus group was performed as a semi-structured discussion that explored various themes 
affecting OC, such as professional development, role ambiguity, inclusion, and managerial 
support. Thematic Analysis is used for the focus group data, involving familiarization, 
generating codes, finding themes, reviewing, defining, and refining themes. Certain ethical 
considerations have been made, such as consent and its transparent communication, and 
anonymity. The limitations of this research approach include a low response rate to the 
survey, potential sampling bias, social desirability bias, self-selection bias, and central 
tendency bias. The researcher has employed various methods to minimize the effects of 
these biases during the course of the research.  
 
Regarding the items belonging to JS, the results showed that most items were rated 
around the midpoint of the scale before the intervention. After exposure to the 
intervention, the mean scores for all items decreased, although not noticeably significant.



Concerning T&D items, the responses generally showed high interest in training offered 
by HDI. However, after the intervention, all scores decreased compared to before. Despite 
the decline, TE maintained a consistent interest in participating in T&D. The survey results 
led to the conclusion that the intervention had an insignificant impact on the JS of TE. 
They did not experience significant professional growth or improvements in their 
relationship with management, which might be attributed to the fact that the training was 
provided by the researcher rather than the management. While TE reported increased 
support from colleagues, it also led to a decrease in perceived value and respect from 
them, possibly due to an inability to apply the acquired knowledge. Moreover, the 
intervention did not reduce workplace stress, contradicting previous research.  
 
During the focus group, TE expressed a need for more guidance and feedback from 
management. Clear instructions and information were essential for their JS and OC. They 
desired a sense of inclusion in the team, both through social events and training 
participation. They showed a strong interest in professional development, which they 
believed would boost their confidence and inclusion in the team and even mentioned to be 
a necessity in their search for an employer. Comparing the findings, it was evident that 
the content and format of the training intervention influenced the results in the survey. 
The irregularity, lack of interaction, and specific content of the training likely hindered the 
measurement of its effects on JS and OC.  
 
In concordance with the findings, the researcher proposed a Training Program that 
includes various types of training tailored to different stages of the TE’s career to enhance 
the skills and abilities of TE at HDI, while considering their needs and preferences. The 
following components have been recommended: onboarding, compliance, hard skill, soft 
skill, and product knowledge training. The Training Program not only encompasses various 
types of training, but also estimated costs, and organizations offering hospitality training, 
with a strong emphasis on continuous evaluation and improvement. Should the Training 
Program evaluation reveal that it does not significantly affect TE’s Organizational 
Commitment (OC), the recommendation is to further explore the four other key variables 
impacting OC.  
 
The importance of training evaluation is emphasized, with a recommendation to follow the 
Phillips V-model, a five-stage process for assessing training effectiveness. This model 
includes evaluating attendees' reactions, learning outcomes, application and 
implementation of knowledge, impact on organizational goals, and return on investment 
(ROI). Additionally, formative, and summative evaluations are proposed to provide 
ongoing feedback and assess both the learning process and the performance of attendees. 
The researcher recommends incorporating key performance indicators (KPIs) to measure 
the impact of the Training Program on TE commitment, including employee engagement, 
knowledge acquisition, turnover rates, and satisfaction rates. An infographic is designed 
to present the program, including training examples, duration, regularity, and evaluation, 
ensuring clear communication. 
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1. Introduction 
1.1 The Company 
HDI, a prestigious company, is situated in a building that was originally constructed as a 
city palace for the baron van Brienen, an advisor of the king, in 1858. The building was 
used to host many guests and the baron held many parties, balls, and dinners during his 
time. The palace was named after HDI in Batavia and after renovation it opened its doors 
as a hotel in 1881. The interior still embodies the look and feel of this hotel located in the 
Dutch East Indies, given its focus on warm tones, marble, thick and luxurious rugs and 
palm trees. During World War I HDI offered first class lodging to negotiators of the peace 
talks. Moreover, during World War II it served as a German headquarter, offered refuge 
to Jewish people and was even a place of residence for allies after the war, such as Winston 
Churchill. HDI is thus well known for its rich history as well as the famous guests it has 
hosted, from kings to generals, Nobel Prize winners to composers and famous artists to 
spiritual leaders.  
 
HDI has been a part of the LHW since December 2018, which selects independent hotels 
for their distinctive properties, location, their high standard service and offer in luxury and 
comfort, allowing the hotel to be unique yet permitting travellers to find hotels that fit 
their needs. HDI offers two F&B options: in the Lounge breakfast, their famous high tea 
and a light lunch is offered, while in the Restaurant guests can enjoy a 3-course meal 
composed by a chef. When entering the hotel, one immediately notices the Rotunda above, 
the marble columns, chandeliers and staircase which ensure a luxurious and historic feel. 
HDI offers various meeting spaces, ballrooms, and salons for any occasion with a capacity 
ranging from 4 to 100 people. The Health Club and Spa offers a gym with all equipment 
and personal guidance needed for a proper workout. Additionally, guests may enjoy 
different spa treatments and facilities including a pool with jet streams. 
 

1.2 My position at HDI 
As Duty Management Trainee, the researcher was involved across all departments and 
functioned as the first person colleagues contact for help, either for themselves or the 
guests. Responsibilities included: handling complaints, quality performance checks of the 
rooms and suites, hotel tours and handling guest requests and problems in rooms. The 
researcher has supported departments during busy moments, welcomed guests to the 
hotel and escorted larger parties to the ballroom or salon. Daily security rounds have been 
performed, ensuring the exits are free, and the hallways and public areas are up to 
standard. Lastly, the position required to ensure that the LHW standards were followed as 
well as that colleagues were aware of the VIPs of the day and thus ensuring their stay was 
perfect.  
 

1.3 Company Project Report 
LYCar is the final course, including this thesis, of the bachelor program at Hotelschool The 
Hague. The Career Launching Project (CLP) was written before starting the LYCar Journey 
to find a position and topic for the thesis that fit the interest of the researcher. Please find 
the CLP in Appendix I. The LYCar proposal functioned as a blueprint for the Company 
Project, and with the feedback provided by Mr. Govender this report was finalized. Both 
the internship at HDI as well as the Career Portfolio allowed the researcher to learn about 
Internal Cultural Leadership resulting in a substantial growth in my capabilities as a young 
professional. Please find the LYCar Proposal and the feedback in Appendix J.  
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2. Problem definition 
 
The first case of the COVID-19 virus struck The Netherlands on the 27th of February 2020. 
The rapidly spreading virus caused a virtually complete shutdown of schools, sporting and 
cultural venues, hospitality operations and international travel worldwide (Baum and Hai, 
2020; Rijksoverheid, 2022). The dramatic decrease in travel hit the Hospitality Industry 
(HI) in an unimaginable way. Prior to the pandemic the HI was one of the world's largest 
sectors, accounting for 10.3% of the global Gross Domestic Product (GDP) in 2019. This 
decreased significantly to 5.3% in 2020. According to the World Travel and Tourism council 
62 million people lost their job in the HI in 2020, a decrease of 18.6%. This resulted in 
271 million employees in the sector in 2020, whereas 333 million people were employed 
in the sector in 2019 (World Travel & Tourism Council, 2020b).  
 
Even before the pandemic the HI was facing a high turnover and staff shortage, nearly 
70% of hospitality operators reported having unfulfilled vacancies (Bluiminck, 2019). It is 
evident that high turnover has been a problem long before the pandemic. The turnover in 
Dutch hospitality operations rose exponentially during the pandemic, with an increase of 
84.7% in the second quarter of 2022 compared to the year before. This was mostly due 
to the measures taken by governments to fight the Coronavirus (Centraal Bureau voor de 
Statistiek, 2022). Although worldwide 18.2 million jobs were recovered in 2021, Dutch 
hospitality owners fear they are not able to fill in the vacancies the pandemic left them 
with, as people found jobs in different industries (Robin, 2021; Van Gurp, 2021). One third 
of former hospitality employees say not to return to the industry and even people that 
have studied to be in the industry tend to leave within 12 months. This results in a 
continued problem with labour shortage in HI (Croes, Semrad, Rivera, 2021).  
 
Due to the steady recovery of the industry in terms of demand (Ibid.), organizations now 
have to resort to Temporary Employees (TE). TE are independent contractors that use 
online platforms to apply for jobs (Helling, 2021; El Hajal and Rowson, 2021), which in 
2019, accounted for more than half of the hospitality employees (ABN AMRO, 2019). TE 
are the main cause for the expected growth of hospitality employees, to 599.000 people 
in 2025. Additionally, this type of contracts offer employers the required employment 
flexibility during the high peaks and dips of the seasons (Koninklijke Horeca Nederland, 
2020). However, investing in long lasting committed employees leads to growth in 
productivity whereas regularly working with TE has the opposite effect (Lisi and Malo, 
2017).  
 
This phenomenon poses the question how the HI tries to retain employees. Many resort 
to Training and Development (T&D) as researchers have found it to be key in creating 
Organizational Commitment (OC) and Job Satisfaction (JS) (Eisenberger and 
Stinglhamber, 2011; Sukirno and Siengthai, 2011) because it motivates employees to 
improve their own performance.  
 
Training aims to increase their skills, knowledge and abilities related to the job (Karim, 
Choudhury, Bin Latif, 2019; Saleem, Sahid, Naseem, 2011). Development encompasses 
more given it is a process that grows the employees understanding regarding the 
processes of a company by means of training, self-assessment, and assessment by 
management (Ismael, Othman, Gardi, Hamza, Soguli, 2021; Olaniyan and Ojo, 2008; 
McKenna and Beech, 2002; Noe, 2010). Although TE can be a perfect solution for filling 
urgent gaps or forming a buffer in uncertain times (Goux, Maurin, Pauchet, 2001), they 
prefer to improve general skills useful in any hospitality organization, rather than skills or 
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knowledge specific to one company. That is if a company is even willing to train their TE 
as management might not see the benefit given the costs.  
 
JS impacts the attitudes, behaviours and actions of employees which contribute to the 
organization achieving the optimal results (Rahayu, Rasid, Tannady, 2019). The possibility 
of growth plays a large part in the JS of employees (Miner, 2005). Thus, T&D of personnel 
seems imperative to improve JS. Both career development and JS are known to increase 
employees OC (Rahayu et al., 2019). However, TE are significantly less committed than 
employees with a permanent contract given they have a short term dedication to the 
organization (DiPietro and McLeod, 2011). It is noteworthy to mention that, 33% of 
employees in hospitality state they are not trained well in the first phase of their 
employment (ABN AMRO, 2019).  
 
OC can be defined as the attachment and loyalty of employees to an organization, the 
willingness and motivation to achieve common goals and pride to be part of an 
organization that values them (Gordon, 2022; Rahayu et al., 2019). OC is influenced by 
JS, the relationship with direct management and colleagues, the support from co-workers, 
incentives, compensation and T&D (Ahmad et al., 2019). Although the factors influencing 
JS differs per person, it often comes down to how contempt or pleased an employee is 
with their job  (BasuMallick, 2021; Rahayu et al., 2019).  
 
Currently, HDI’s team consists of 50% TE. However, management is experiencing high 
turnover rates, as TE choose not to stay with the company. Moreover, their level of OC 
and JS remains unclear. Given the great body of TE in the F&B team at HDI, it is of 
importance that this research focuses on this type of contracts and aims to deeper 
understand their OC, how it can be improved and thus lower the current high turnover 
rates.    
 

Goal of the research 

The goal of this research is to identify whether Training and Development also has a 
positive effect on the Organizational Commitment of Temporary Employees in the F&B 
department in order to form valuable recommendations as to how Hotel des Indes can 

improve various aspects related to Organizational Commitment. 
 

Main research question 

How can Training & Development positively impact the commitment, measured by Job 
Satisfaction, of Temporary Employees in the F&B department of Hotel des Indes? 
 

Sub research questions 
Which elements impact, positively and/or negatively, Organizational Commitment? 
What are common characteristics of a proper training plan? 
What kind of training does Hotel Des Indes offer now? 
What does Hotel Des Indes do now to ensure the temporary employees are satisfied? 
What does Hotel Des Indes do now to ensure the temporary employees are committed? 
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3.  Literature Review 
 

3.1 Literature Review  
 
Organizational Commitment 
OC is often described as the psychological attachment, or loyalty, employees feel to an 
organization. OC suggests how much an employee identifies and involves themself with 
the organization. Mathieu and Zajac (1990) argue that once OC is achieved, performance 
and employee turnover rates improve, directly contributing to the success of the 
organization (Ahmad et al., 2019; Sagie, 1998). Common withdrawal behaviours, such as 
absenteeism, tardiness and employee turnover are a direct reflection of low OC. It can be 
concluded that OC may lower HR related costs, such as turnover, recruitment and training 
(Dias and Silva, 2016). OC may boost the relationship between employees, management 
and departments, which in turn has a positive effect on company culture (Brown, 2014). 
It is mostly impacted by leadership, feeling empowered, experiencing job security, JS, the 
company’s culture, values and norms (Mathieu and Zajac, 1990; Sagie, 1998; Shani, 
2021).  
 
OC is theorised as the three-component model. Firstly, Affective Commitment refers to 
the emotional connection and how much an employee identifies with the norms, values, 
and goals of the organization. Employees are committed because they “want to stay”. 
Affective Commitment is seen as the most desirable form of OC, especially in the service 
industry since it demands continuous good service (Yew, 2008). Affective Commitment is 
closely related to organizational performance and retention. Secondly, Continuous 
Commitment entails the losses the employees would have to endure to leave the 
organization. In this case employees are committed because they “have to stay” either as 
a ‘personal scarifies’ given they made some kind of investment in the company (time, 
money, skill building, etc.) or due to limited possibilities would they choose to leave 
(Wołowska, 2014). Lastly, Normative Commitment is the sense of duty or moral obligation 
to stay within the organization because they “need to stay” (Allen and Meyer, 1990; Rajan, 
2014; Issifu, 2020). This type of commitment occurs due to previously taught socialization 
experiences, i.e., strongly relying on culture and family (Wołowska, 2014). 
 
Factors influencing OC  
 

(Shani, 2021) 
 
 
Managerial Support is known to increase both OC and JS. The support entails dividing 
tasks between colleagues to even out the workload, provide employees with guidance, 
resources, and a sense of connection to the company by involving them in strategies, 
goals, objectives or the mission and vision. Moreover, supporting innovative ideas or 
initiatives and supporting behavioural improvements significantly impacts job performance 
and confidence, which are factors that also positively influence OC and JS (Arshad, Abid, 
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Contreras, Elahi and Athar, 2021; Rahman, Islam, Dayani, Abdullah and Sumardi, 2018; 
Shani, 2021).  
 
Role stress (RS) occurs when the work expectations are unclear, do not match expected 
behaviour or is too much to handle. RS can be broken down into three forms. Firstly, Role 
Ambiguity concerns any situation where an employees’ responsibilities, standards for 
success or behaviour are unclear, i.e., they lack information. Secondly, Role Conflict refers 
to different situations, for example, when their role and own values or the demands of 
their role and their capabilities do not match, i.e., there exists contradictory information. 
Lastly, Role Overload means the resources available are too little, or inadequate, for them 
to be able to meet the demands of their role (Stepanek and Paul, 2022; Paul, 2021). RS 
may lead to a decrease in performance and productivity, as it increases distractions. RS is 
known to have a moderate negative effect on JS, as well as a moderate positive effect on 
turnover intentions, thus in turn a negative effect on OC (Stepanek and Paul, 2022). 
 
Empowerment is described in many ways such as, delegation of power, autonomy, team 
building, intrinsic motivation and sense of control (Borghei, Jandaghi, Matin and Dastani, 
2010). Empowerment can be seen as a process of becoming more confident and capable 
of doing a task or job. The two main concepts are structural empowerment, meaning the 
ability to get tasks done and psychological empowerment, referring to the attitude of 
employees towards their job. Both structural empowerment and psychological 
empowerment have a positive effect on OC (Shani, 2021).  
 
Job Insecurity refers to how uncertain an employee feels about the continuance of their 
employment (Doyle, 2021). Employability means the skills and abilities and employee 
possesses that allow them to be employed by many companies (Gani, 2017), determining 
the ease with which an employee finds new employment and meeting the continuous 
changes of the labour market (Sánchez  Sánchez - Manjvacas, Revuelto Taboada and 
Saorín Iborra, 2020). According to De Cuyper et al. (2009), job insecurity has a moderate 
negative relation to Affective OC and JS of TE. Employability has a strong positive effect 
on JS given their skills and abilities improve allowing them to perform their jobs more 
easily. At the same time, this increase in skills and abilities results in a decrease in the OC 
given they are also more employable for other organizations. These effects are weak for 
Permanent Employees (PE) on the other hand.  
 
Job Satisfaction  
JS is described as how contempt or pleased an employee is with their job, its daily tasks, 
support and appreciation shown by management, their relationship with colleagues, 
compensation and the possibility of growth (Rahayu et al., 2019; BasuMallick, 2021; 
Jaworski et al., 2018). It is also seen as the level of favourableness an employee feels 
about their job (Kalluvelil Janardhanan and George, 2011). Sagie (1998) suggests that JS 
and OC are highly correlated, which entails JS can significantly increase or decrease OC. 
This is supported by Issifu, who states “managers need to actively improve JS in order for 
employees to achieve a higher level of OC” (Issifu, 2020).  
 
JS may improve turnover rate, thus HR related costs. JS has been identified as a key 
contributor to Affective OC (Chordiya et al., 2017). Moreover, as long-term, satisfied 
employees have more experience in the organization they are more productive. Thus, JS 
also improves the overall performance of an organization (Abuhashesh, Aldmour, 
Masa'deh, 2019). Research shows that JS contributes to the ownership employees take 
for their work and their willingness to take on extra tasks. This contributes to higher 
perception of service quality (Chung, 2017; Nadiri and Tanova, 2009). 
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Spector and Chung, argue that a high level of trust between management and employees 
and job autonomy, the degree of freedom and independence of employees, are key to 
increasing JS (Spector, 1986; Chung, 2017). Additionally, relative income is a considerable 
factor as individuals are often not only interested in their own wage but also their wage 
compared to others in the industry (Chung, 2017; Nguyen, Taylor, Bradley, 2003). 
 
Impact of T&D  
Training is intended to improve the skills and abilities related to the job to ensure they are 
able to achieve the demands and goals of the organization. According to Sawyer and Gray 
(2016), training is a systematic process, aimed to improve processes and behaviours. On 
the other hand, development is a set of activities, such as training, (self) assessment and 
evaluation by management (McKenna and Beech, 2002; Noe, 2010; Olaniyan and Ojo, 
2008). It is seen as an ongoing process to enhance cognitive skills, skills related to the 
job, employee motivation and retention (Karim et al., 2019). Development aims to create 
understanding of processes and the role and future of employees in the organization rather 
than only improving current processes (Ismael et al., 2021).  
 
T&D is key to empowerment and motivation of employees, aiding in retention, satisfaction 
and commitment, i.e., when employees feel motivated and empowered their intention to 
stay increases (Karim et al., 2019; Ahmad and Oranye, 2010; Rahayu et al., 2019; Chung, 
2017). Investing in T&D leaves the impression that the employer is committed to their 
professional growth, thus explaining its positive effect on JS, which in turn has a significant 
effect on OC (Jain and Khurana, 2017). 
 
Regularity and the evaluation of training is imperative for it to be effective. Evaluating if 
the training objectives were reached is key to improve the program and its effectiveness 
(Karim et al., 2019). The training program should be designed to meet the needs of 
employees and the organization, given by someone with extensive experience in the 
subject and employees should be able to give feedback (Tabassum, 2021). Training can 
be evaluated by means of self-assessments, focus groups, improvement of Key 
Performance Indicators (KPI) or questionnaires (Verma, 2017). Although, the frequency 
of training sessions should be adjusted to the needs of the employees, the organization, 
the chain and guests, it should be given regularly to ensure its effectiveness. Please find 
a table of training intervals in Appendix A (Thoumyre, 2018).   
 
It is important to note that the support of management during and after training sessions 
is imperative. The right leadership style and management actively trying to improve JS 
have a positive effect on OC, as it affects the company culture, the level of trust between 
management and employees, level of motivation and employee confidence as well as JS 
(Dahie et al., 2017; Abasilim et al., 2019; Gcaza et al., 2018; Block, 2003; Issifu, 2020). 
Managers can empower and support employees post-training, by referring back to it, which 
is crucial to achieve actual behavioural change as well as improve performance (Andriotis, 
2018). Management is able to effectively set training goals that fit the needs of the 
organization, create time and space for on-the-job practice of what is taught in the training 
session as well as provide the trainer with an insight into the needs of the employees. 
Moreover, management is able to foster a learning culture, by expressing the importance 
of T&D to the employees and recognition for their efforts (Andriotis, 2018b).  
 
TE are more likely to invest in general skills they can apply in many different organizations. 
They might be less willing to take part in training that would improve their skills specific 
to one organization, and aid in innovation of that organization (Kleinknecht, 1998; Lisi and 
Malo, 2017). Simultaneously, often little to no attention is given to TE socialization, the 
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introduction to the company culture, norms, values, and standards, given management 
may decide not to train them as it is considered to be a costly investment in employees 
who do not intend to stay. However, investment in employees through training, leads to 
higher productivity and commitment, increases customer and employee satisfaction, and 
should thus be deemed important by management (Lisi and Malo, 2017).  
 
 

 
 
 
In summary, TE seem to be the solution for filling urgent vacancies. However, this leaves 
an organization vulnerable to higher turnover rates if it cannot establish how to increase 
OC of TE. Within this study, the variable OC,  as defined by other studies (Ahmad et al., 
2019; Gordon, 2022; Rahayu et al., 2019), takes centre stage. Not only does it underscore 
the importance of employee motivation, relationships with managers, and colleagues and 
any incentives, it lays emphasis on the relationship between T&D opportunities and JS. 
Affective OC is particularly emphasized, given the unique context of TE who often have 
various job options and may not feel “they have to stay” nor are they often included in the 
organization’s norms, goals, values, thus they do not feel “they need to stay”. This 
research focuses on enhancing JS to bolster OC, rather than assuming that improving OC 
will automatically elevate JS, performance, and reduce turnover as stated by Mathieu and 
Zajac (Issifu, 2020; Mathieu and Zajac, 1990). Additionally, given the profuse amount of 
evidence that T&D affects JS, i.e., growth possibilities is important for employees, the 
focus lies on the relationship between JS and T&D and thus indirectly, OC. More 
specifically, the focus of this research is to find if T&D holds the same effect on the OC of 
TE as it has on PE as found by previous research. 
 

3.2 Methodology 
 
Research strategy 
A Mixed Method Research Approach has been applied in this study, allowing the researcher 
to analyse the relationship between T&D and the JS of TE who work in the F&B department 
in depth. Quantitative research allows for a structured collection of numerical data, which 
gives a clear picture of the relationship between T&D and JS, as well as generalization to 
the population. On the other hand, this type of strategy may affect the representation of 
complex concepts, such as feelings about JS, as it is merely represented with numbers. 
Any missing data or inexact measurements could lead to wrong conclusions (Williams, 
2021). Therefore, the in-depth insights have been collected via Qualitative data collection, 
which provided the researcher with a deeper understanding due to the comprehensive 
information to form a complete and well-thought-out solution that will positively impact 
the JS, and OC, of TE at HDI. The focus group has been organized on voluntary basis, but 
the researcher has aimed to form a group consisting of 2 to 5 TE (Nikolopoulou, 2022; 
Bhandari, 2020). It is important to note that the findings of these strategies provided 
information only about the TE at HDI, thus the information gathered is not representative 
for TE at other organizations. 
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Population and Sampling 
The sampling method within this research was that of Convenience Sampling, which is a 
non-probability sampling method. This method allows the researcher to gather data from 
a pre-existing group. Convenience sampling is an appropriate sampling method as it allows 
the researcher to gain insights into the attitude, opinions and feelings of the population 
(Nikolopoulou, 2022; Qualtrics, 2022). The sampling method is chosen as there is only a 
small pool of TE who work at HDI, which all have been asked to voluntarily participate in 
the research. Although the sample size had been set to consist of the whole population, 
i.e., 10 TE, the number of participants successfully completing the questionnaire were 
seven. To ensure the study is valid and reliable, extensive research has been done 
beforehand as well as a specific population has been defined. The method of data collection 
was planned, based on previous research to ensure the results are precise and 
reproducible (Middleton, 2019). 
 
Methods of data collection 
To answer the research questions fully, secondary, and primary research has been 
collected. Secondary research has been performed through an extensive, scientific 
literature review regarding the industry, practitioners, and the organization. Primary data 
has been collected by means of a Survey and a Focus group meeting. The choice for the 
mixed method approach for the secondary research was based on two observed 
phenomena. Firstly, the TE showed great interest in T&D, but this was not reflected in the 
difference of their JS before and after exposure to the intervention. This indicated the type 
of offered training during the experiment did not adhere to their wants and needs. 
Secondly, the low response rate in the survey did not offer the reliable insights required 
for a proper advice as how to increase the JS of TE. The researcher has chosen a focus 
group over an interview setting mostly because the first offers a comfortable and open 
environment for the TE to express their viewpoints and discuss them, as well as allowed 
the researcher to clarify responses by asking questions. Although a focus group could also 
introduce the opposite effect, as some people might not feel comfortable to speak in group 
and their opinion could fall to the background due to others with stronger opinions (Binns, 
2014), this bias has been reduced by the researcher by inviting participants on voluntary 
basis. Please find the notes taken during the focus group meeting in Appendix E.  
 
Data collection Survey 
As has been shown and supported by the theory discussed in the previous chapter, JS is 
the dominant and main predictor of the OC of employees. The survey mainly focused on 
the variables JS as well as T&D. The survey items have extensively been used in previous 
research (Hayday, 2022; Vaughan, 2022; Bloznalis, 2022). The survey utilizes a Likert 
Scales, which are regularly used to gain insight into employee engagement (Drexler, 
2021). The participants were invited to answer the survey items regarding JS before 
exposure, they participated in the LQA-training, and one week after participation they filled 
in the survey items again. This type of training consists of four modules and focuses on 
teaching the F&B standards by LHW, a training that at the time of the study was only 
provided to PE at HDI and only given once. In this manner, the researcher was able to 
compare the baseline measurement with the measurement of the participants’ JS taken 
after the manipulation, namely the online LQA training. Evidently, this has shown whether 
the training had an impact on the JS of TE, and thus has an impact on OC. The open 
questions at the end of the survey were intended to provide more information on the needs 
and wants of TE with regards to training possibilities. 
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Data collection Focus Group 
For the focus group, the researcher has established several themes adhering to the 
variables that have been found to the affect OC by previous researchers, namely: 
professional development, role ambiguity, inclusion in the team, managerial support. The 
Focus Group meeting took place in person. In this manner, the chance of interaction 
between participants would feel more natural as well as give the researcher the option to 
interpret body language and facial expressions. These questions have been proposed in a 
group setting, but the researcher has tried to prompt response from each participant 
separately, by asking “Do you agree with participant X? And why?”. This left room for a 
discussion to take place.  
  
The following questions have been discussed:  
 
Q1 What could HDI do to ensure you will keep applying for shifts? 
Q2 What kind of training are you interested in? 
Q3 Why would you want to attend a training given by HDI? 
Q4 Can you name 2 things HDI does to make you feel committed to the 

company? 
Q5 Can you name 2 things that need to change/be implemented for you to be 

committed to the company? 
Q6 How can HDI make you feel more included in the team? 
Q7 What information do you need from management to perform you daily tasks? 
Q8 How does management currently support you? 
Q9 Why do you keep applying for shifts at HDI? 
Q10 Why would you stop applying for shifts at HDI? 
Q11 Were any training sessions or courses given in the last 6 months and were 

you as tempers included? 
Q12 Can you name 2 things HDI does to make you feel satisfied or happy with 

your job/shift at the company? 
Q13 Can you name 2 things that do not make you feel satisfied or happy with 

your job/shift at the company? 
Q14 What would you need to feel satisfied or happy with your job? 

 
Data analysis method 
Thematic Analysis has been used to analyse the data collected from the focus group, which 
is a method of identifying, reporting and analysing themes within data. The themes capture 
important data related to the MRQ. Six phases have been created by Braun and Clarke to 
perform an effective thematic analysis (Braun and Clarke, 2006):  

Phase 1 - Familiarising oneself with the data. 
Studying the collected data, i.e., search for meanings and patterns, and create a 
list of potential codes.  

 
Phase 2 - Generating initial codes. 
On sentence level, signalize and capture the essence and generate a code or ‘tag’ 
accordingly. These codes represent the categories belonging to the data.  

 
Phase 3 – Finding themes. 
Create a list of the generated codes and sort them together in potential themes, 
i.e., overarching concepts. Lists were used in this phase to form an initial thematic 
map. 
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Phase 4 - Reviewing themes. 
Ensure the data fits the themes and review whether it should be moved to other 
themes. Additionally, ensure the themes are distinct enough, or should be grouped 
into sub-themes that fit an overarching-theme.  

 
Phase 5 - Defining and refining themes. 
Identifying the essence of each theme and explaining how each sub-theme relates 
with one another and with the overarching theme.  

 
Phase 6 - Producing the analysis report. 
Producing the final analysis of the data, ensuring the complicated collected data is 
comprehensive and convincing. The analysis should include extracts from the data, 
ensuring its coherent, non-repetitive and logical.  

 
A hybrid analysis was used for this research. Some themes emerged from the need of the 
researcher to dig deeper into these topics based on the findings from the survey, falling 
under deductive analysis. Other codes were based on identified patterns in the data, i.e., 
Inductive Analysis.  
 
Ethical Data Management and Limitations 
All participants have been asked to give their consent to use the findings stemming from 
the survey for research purposes. Moreover, the findings collected are for educational 
purposes, thus shared with Hotelschool The Hague and HDI after the study has been 
completed. The survey and focus group were anonymous, allowing the employees to 
answer freely and increase the level of trust between them and the researcher. 
Additionally, the researcher will report all findings honestly and fairly, trying to avoid bias 
and limitations. However, several limitations could affect the study and are therefore called 
for consideration.  
 
Little response 
The low response rate did not provide the researcher with all the required and reliable 
insights or needs and wants. Merely 50% filled of the population filled out the surveys and 
took part in the online training, although they were approached multiple times. To account 
for the small response rate the researcher has also performed a focus group. 
 
Sampling bias 
The participants were selected because of their willingness to participate and availability. 
This could lead to some TE being excluded due to how easily accessible they are to the 
researcher, which might entail that the sample does not properly represent the entire 
population.  
 
Social Desirability Bias 
Participants may fill out the survey to appeal to the researcher or the hotel. This often 
occurs with sensitive or personal topics, such as OC and JS. The researcher has tried to 
account to for this bias by ensuring anonymity for both the survey and focus group. 
 
Self-Selection Bias 
The researcher could be affected by asking participants who have mentioned their 
concerns or unhappiness regarding the topic of the study. This bias has been accounted 
for by inviting the entire population to take part. However, the participants may choose to 
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take part in the study or not. This could lead to a misrepresentation of the population and 
thus to a limited generalizability.  
 
Central tendency bias 
Participants tend to avoid using the “extreme” responses, i.e., 1 or 5 on the Likert scale 
of the survey. This could negatively impact the value of the data, as it may become more 
difficult to figure out how the respondents actually feel. On the other hand, eliminating the 
neutral, or middle ground option, pushes respondents to choose an answer that might not 
represent how they really feel.  
 
The researcher is confident that the study, the results, and recommendations, are as valid 
as possible given the limitations. Resulting in a valuable and usable advice HDI could use 
to increase JS and OC amongst their TE. 
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4. Analysis 
 

4.1 Survey Results – Job Satisfaction items  
The items belonging to the measurement of the variable JS have been analysed with the 
following univariate statistics: mean and mode. The results have been discussed in terms 
of before and after exposure to the intervention to illustrate the possible effect of T&D on 
JS. 
 
Item number Question Content 
Q1 I enjoy my work most days 
Q2 I feel like there is a possibility of growth or promotion for me at HDI 
Q3 The balance between working at HDI and my personal life feels right 

for me  
Q4 My work is interesting and challenging  
Q5 I feel appreciated or noticed for the work I do  
Q6 I feel treated with respect by my colleagues 
Q7 I feel treated with respect by my supervisors and the management 

team 
Q8 I feel supported by my colleagues 
Q9 I feel supported by my supervisors and the management team 
Q10 I feel I can grow in this organization 
Q11  I often feel stressed on a regular workday  
Q12 I feel valued by my colleagues 
Q13 I feel valued by my supervisors and the management team  
Q14  I have thought about leaving HDI 

 
The survey items have generally been answered in the middle of the scale before 
exposure to the intervention, i.e., a score between 3.1 and 3.5 has considered to be 
average. Note that, although question 5: ”I feel appreciated or noticed for the work I do” 
has considered to be average, the mode shows it can also be considered low given 2 was 
mostly selected by the respondents.  

 
In the case of the scores after the intervention, it is noticeable to mention that the 
mean score of all the items in the questionnaire decreased. In addition, the after score of 
Q2 are not part of the average category anymore. The average scores of the questions 
relate to topics such as: growth, managerial relationship, appreciation, and pressure.  
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Regarding the ‘high’ category, items have been placed in this category when their 
respective mean scores were higher than 3.5. Note that, in the case of question 14: ”I 
have thought about leaving Hotel Des Indes”, a high score implies there exists low JS and 
OC.  
 

 
It is worth noticing that even before the intervention, the score means of these items 
are considerably high. After exposure to the intervention not one item has moved to 
another category. Merely, Q6 and Q12 have seen a decrease in its mean score, while the 
other items in this category have seen an increase. The high scores on the questions all 
relate to the satisfaction of TE with their work relationship and type of job.   
  
On the other hand, it has been noted that several items score below average, i.e., a score 
equal to or lower than 3.  
 

 
As mentioned before, the mean score of the item Q2 has been considered to belong to the 
low category after exposure to the intervention. The low scores on the questions all 
relate to the satisfaction of TE regarding the possibility of growth and work-life balance.  
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4.2 Survey Results – T&D items 
The items belonging to the measurement of the variable Training & Development have 
been analysed with the following univariate statistics: mean and mode. 
 
Item number Question Content  
Q15 I would attend training given by HDI 
Q16 I would enjoy training given by HDI 
Q17 If given the opportunity I would join training sessions on a regular basis 
Q18 If I will be given training at HDI I would like to continue working there 

for a long period of time 
Q19 Regular training would make me feel more confident about my skills and 

performance  
Q20 If another employer would offer me regular training, I would seriously 

consider not returning to HDI 
 
The items regarding the interest in trainings given by HDI have generally been scored 
highly, namely a score above 3.5.  
 

 
It is worth to mention, that all scores after exposure to the intervention can be 
considered lower compared to the score before exposure. The high scores on the 
questions all relate to the interests of TE regarding the possibility of participating in T&D.  
 

4.3 Survey Conclusion  
To conclude on the JS items, although the intervention led to an increase of TE’s JS, the 
increase was considered to be insignificant thus the training was not effective. As 
mentioned before the TE did not experience an increased feeling of Professional growth 
nor did it change the relationship with management. It is worthy to mention the 
intervention led to a decrease in terms of feeling appreciation from management, which 
might be explained by the fact that the training during this experiment was not offered by 
management but by the researcher. On the other hand, after the intervention TE reported 
an increase in the felt support by colleagues, indicating colleagues support them in using 
the acquired knowledge from the LQA-training. However, the data shows the acquired 
knowledge led to a decrease of the TE’s perceived level of value and respect they feel from 
their colleagues. These contradictory findings can be explained by the TE’s inability to 
apply the acquired knowledge. Additionally, the researcher has found that exposure to the 
intervention did not lead to a decrease in workplace stress. This finding directly contradicts 
other research that have shown training has a positive effect on workplace stress (Sesen 
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and Ertan, 2022). Therefore, it is safe to conclude the content in this training did not fit 
the needs of TE for them to develop the skills and abilities to feel confident and empowered 
in their job.  
 
Regarding the T&D items, the analysis resulted in various findings. TE show a consistent 
interest in attending regular trainings given that the interest in trainings persisted even 
after the intervention. However, they showed that they did not enjoy this particular type 
of training, namely an online, multiple-choice version that was performed alone. Although 
this type of training barely influenced the commitment of TE to HDI, it is not excludable 
that training on a regular basis could have an effect on their commitment to HDI. 
Moreover, the intervention did not lead to a positive effect on the level of confidence of 
the TE, although the research of Sekeran (1988) has proven otherwise. Again, supporting 
the assumption that the offered content of the training did not meet the requirements of 
the TE to improve their skills and confidence. Lastly, it has been found that the intervention 
did not lead to an increase in commitment given that TE state they would consider not 
returning to HDI if another employer would offer them training.  
 
These findings have led to two possible explanations of the observed phenomena. Firstly, 
there exists the possibility that training has no effect on the JS and OC of TE. However, 
given that the results show TE have a persistent interest in T&D and even state to consider 
leaving the company for another that offers training, proves this explanation not to be 
viable. Another explanation might be related to the specific intervention used in the 
experiment. The irregularity, lack of interaction or even the content of the training might 
have prevented the researcher in finding significant effects on JS and OC.  
 

4.4 Focus Group  
The findings of the focus group have been analysed and discussed in this subparagraph. 
As mentioned in Chapter 3, the themes have been established through thematic analysis 
which resulted in the following schematic:  
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Overview thematic analysis 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Overarching themes: Managerial Support, Role Ambiguity, Inclusion and Professional Development 
Sub themes: Operational Level Management and Top-Level Management, Offering training to TE and Improving Product Knowledge 
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The following codes were established using the six-phase plan to thematic analysis: 
• Guidance 
• Feedback 
• Tips 
• Managers help 
• Lack of information 
• Clear instructions 
• Needs to perform daily tasks 
• Invited  
• Belong to 
• Relationship with colleagues 
• Grow 
• Develop or Development 
• Training or Course 
• Confident 
• Empowered 

 
The codes have been sorted to form the overarching and subthemes displayed in the 
schematic above. Please find the codes and allocated data extracts in the notes of the 
focus group in Appendix E. 
 
Managerial Support 
Although the TE state to have a good relationship with management at HDI, the need for 
more guidance and feedback from direct managers is evident as well as higher level 
management showing their appreciation and interest in their development by including 
them in training. Respondent 2 mentioned: “Sometimes I feel like I am fending for myself 
… rather than getting a good explanation or guidance from a supervisor or manager during 
my shift”. One respondent even mentioned that regular feedback would lead to them 
feeling motivated if the feedback is given positively. Additionally, the respondents have 
mentioned they appreciate and value the feedback and support that they do get 
occasionally, for example during the visits of high-profile groups.  
 
Role Ambiguity 
According to TE clear information with regards to standards, expectations, reservations, 
and group details, is a key factor that makes them feel committed to a company and 
satisfied with their job. Moreover, clear information is seen as a need to be able to perform 
daily tasks. However, currently they lack crucial information regarding their shift and 
tasks: “Clear instructions about tasks, like how it’s done and when they expect it to be 
done and what they expect of me during my shift”. Note that if another company offering 
shifts via Temper would be able to regularly communicate information or company changes 
with them, they would stop applying for shifts at HDI.  
 
Inclusion in team 
The findings show TE want to feel included in the team, by i.e., including the TE in training, 
quarterly updates, and celebrations. Currently, they do not feel as included as possible 
given they are not invited for staff meetings, parties, quarterly updates, and birthday 
celebrations. However, note that the relationship with colleagues is considered a key factor 
as to why TE currently apply for shifts at HDI.  
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Professional Development 
Similar to the findings in the survey, the TE show great interest in participating in training 
for them to further develop the required skills in the HI. Additionally, respondent 1 
mentioned: “Training would make me feel more confident and included in the team”. They 
mentioned the company can show its appreciation given it invests both time and money 
in the professional development of the TE. Respondent 2 mentioned: “Training … are some 
things I find important and would really like in a job”, which indicates T&D influences the 
level of OC and JS of TE. Moreover, they mentioned training would make them more 
confident about their skills. The respondents have mentioned to be interested in various 
training themes such as: Barista course, LHW standards, High-Tea, the wines served at 
HDI, complaint handling, onboarding, and the history of HDI. Note that, given one 
respondent mentioned: “I did not think it was for us (us being tempers)”, there exists a 
lack of communication about training possibilities for TE at HDI.  
 

4.5 Conclusion Focus group  
In conclusion, the focus group revealed many possibilities for HDI to improve the OC and 
JS of TE. In terms of managerial support, the TE have mentioned to want to receive 
feedback and support in their professional development more regularly. This could even 
result in higher motivation. The TE experience a fair amount of role ambiguity, given they 
mention to lack crucial information as to what is expected from them or the tasks they 
must perform. It is even mentioned that they would consider leaving the organization 
might it be they find an organization where they experience less role ambiguity. In terms 
of inclusion, TE have mentioned they feel included by direct colleagues in social 
environments as they do get invitations, it is even considered a key factor as to why TE 
apply for shifts at HDI. However, this feeling of inclusion is less experienced in the context 
of management given they are not invited to meetings, quarterly updates, celebrations, 
etc. The interest of TE in professional development persists. Investment from the 
organization in the professional development of TE not only shows appreciation, it also 
leads to an increase in their perceived skill confidence as well as fosters inclusion. The 
results lead to the conclusion that T&D in fact has a positive effect on the JS and OC of 
TE.  
 

4.6 Comparing the findings  
As mentioned before, several assumptions to explain the findings in the survey have been 
made. Firstly, the content or type of training has been seen as a reason why no significant 
effects on JS and OC have been found. The focus group showed this assumption to be true 
given that TE are looking for trainings regarding product knowledge, i.e., barista courses, 
wines, and teas the hotel offers, and more generally professional development, i.e., 
complaint handling. One TE even mentioned that “Training in person, and more regular, 
would help me remember better and I like it better if I am learning with the rest of my 
team.”. This shows the type and irregularity of the training of the intervention was a 
barricade in measuring the effect on JS and OC. Secondly, it was assumed that the 
relationship with the TE’s management did not improve because, the invitation to the 
training was sent by the researcher. This assumption has been shown to be valid given 
that one of the TE mentioned in the Focus Group they want to see that the management 
team shows interest in their development and growth within the company. Thirdly, the 
inability of the TE to apply the acquired knowledge of the training has also been validated 
by the focus group given that TE need more regular training to remember, prefer 
interaction with colleagues to be motivated and stimulated to learn.  
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4.7 Findings RQ 
Several research questions were formed to answer the MRQ and form a proper solution. 
 
RQ1 - Which elements impact, positively and/or negatively, Organizational 
Commitment? 
According to secondary research, 5 key factors have an impact on Organizational 
Commitment: Job Satisfaction, Managerial Support, Role Stress and Ambiguity, 
Empowerment and Job security and Employability. All factors could have a negative and 
positive effect, i.e., high JS has a positive effect on OC and a low JS has a negative effect 
on OC. Different factors, with T&D being the focus of this study, have effect on the 5 key 
factors. 
 
RQ2 - What are common characteristics of a proper training plan? 
A training program is often set up using a needs assessment plan, i.e., finding out the 
needs of the organization and the employees, to reach company and employee goals. Key 
elements of a training program determine the types of training to include and its duration, 
i.e., soft skills training. An evaluation plan, for example the Phillips V model. Lastly, a plan 
regarding the regularity of the training sessions. 
 
RQ3 - What kind of training does Hotel Des Indes offer now? 
During the time of the internship the Online LQA training was provided to the PE and 
interns of HDI. Moreover, a sign up/suggestion sheet was hung up in November 2022. 
However, during the time of the internship, August 2022 till February 2023, none of these 
suggested training sessions have taken place. 
 
RQ4 - What does Hotel Des Indes do now to ensure the temporary employees are 
satisfied? 
According to the findings of the focus group the connection they had with their colleagues, 
both PE and TE and the interaction with the guests is what made them feel satisfied with 
their job. 
 
RQ5 - What does Hotel Des Indes do now to ensure the temporary employees are 
committed? 
According to the findings of the focus group the TE felt committed to HDI because they 
are included in the Temper flexpool, ensuring they are chosen for the open shifts HDI 
offers first. Moreover, the connection with their colleagues and the relatively open 
relationship with management is what makes them continue to apply for shifts to HDI. 
Another reason they state to continue to apply for shifts is that they have gotten to know 
the organization a bit, which makes the work easier. 
 
MRQ - How can Training & Development positively impact the commitment, measured by 
Job Satisfaction, of Temporary Employees in the F&B department of Hotel des Indes? 
Based on the findings from both secondary and primary research, T&D positively impacts 
OC, by impacting JS, as it motivates and includes the TE. They have stated to find T&D a 
necessity in their search for employment. Moreover, they have expressed to continue 
working for a company, even with a temporary contract, if they are given the chance to 
take part in T&D. 
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5. Solution Design 
 
Based on the findings and conclusions in Chapter 4, the solution has been designed in the 
form of recommendations to implement a Training Program. The training program consists 
of different types of trainings intended to further develop the skills and abilities of TE, 
while taking their needs and wants into consideration. These recommendations form the 
blueprint for the management team to ensure they have a thorough understanding of what 
a Training Program should include and how to involve TE effectively. The Training Program 
has trainings designed for different stages of the TE’s career at HDI, to support and further 
their development appropriately. Note that the training program consists of 5 types of 
training and may be evaluated and updated if need be. Over time the implementation of 
the Training Program will lead to a higher level of commitment amongst TE at HDI, i.e., 
the ultimate goal of the organization.   
 
The following Training Program was designed:  

Onboarding Training First training when the employee starts, given on the 
first 2 days of the employee. Providing an overview 
of the company’s departments, products, and 
structure. 

Compliance Training Training on rules made by the organization and rules 
the organization needs to abide to. Ensuring the 
employees are aware of any laws or regulations of 
their function and the industry. 

Hard Skill Training Used to improve specific skills needed for the job. 
Regular training to ensure the team keeps 
performing at the highest level. Training given to new 
employees as well as experienced employees to keep 
up with trends, internal changes, or techniques. This 
also allows for knowledge exchange between 
colleagues.  

Soft Skill Training Soft Skill Training is focussed on the communication 
with the guest and colleagues, creating a memorable 
experience. Topics such as complaint handling, 
conflict resolution, and problem solving.  

Product Knowledge Training Training on the products the hotel sells, allowing for 
the employee to properly assist the guest and provide 
the high-level service the hotel is known for. 

Evaluation Please refer to chapter 6.  

 
 (Jobs, 2022) 

 
Note that employees generally absorb two or three hours of meaningful content in any 
single training day. Moreover, that rate tends to decrease exponentially as the number of 
consecutive training days increases. Therefore, offering training several days makes it 
more effective (Hughey and Mussnug, 1997). 
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Although both this research as well as previous research has shown T&D to be the main 
predictor of OC, should the training program after evaluation show to not significantly 
affect the OC of TE the researcher recommends to further investigate the 4 other key 
variables that impact OC, namely: 

 
- Managerial Support 
The hotel could research what kind of leadership style best fits their organization and 
the needs and wants of their employees. An anonymous survey could be used to gather 
insights and discover potential gaps in the management approach, covering subjects 
such as communication, trust and respect (Ryba, 2021). However, given the fact that 
in this researcher a focus group has shown to reveal more insights regarding ‘sensitive’ 
subjects, the researcher recommends applying this type of approach.  
 
- Role Stress and Ambiguity 
Research into the stress level of employees as well as whether the employees feel they 
are provided enough information to complete tasks. A Role Questionnaire and interview 
could be used to measure if improving this may impact OC  (Stepanek and Paul, 2022).   

 
- Empowerment 
Researching how the team can be empowered may lead to an increase in JS and OC. 
Interviews and a survey may be held to investigate how the team is best empowered 
(Ahmad and Oranye, 2010).  

 
- Job Insecurity and Employability 
The hotel could research how they can make the TE feel more secure about their job. 
An anonymous survey could be used to test the level of job insecurity the TE feel, while 
interviews can be held to discover how this can be improved (Charkhabi, 2019). 
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6. Implementation Plan 
 
The proposed training Program consists of examples of trainings, estimated costs, 
organizations offering hospitality training and evaluation proposals. The Training Program 
was presented to the management team of HDI using an Infographic, see Appendix H. 
 
The following is an overview of the involved parties in the solution design and their 
proposed responsibilities: 
 
Who What/Actions 
Researcher Disseminate knowledge, provide the management team of HDI with 

the Training Program. Present a cost overview, implementation plan, 
evaluation plan and further research suggestions. 

HDI Management 
team 

Evaluate the proposed training program and ensure it fits the needs 
of the organization and the TE. Improve content or type if needed.  

HR-Department Determine training needs and goals of the organization. Develop 
training sessions according to the training program, goals and needs 
established before. Contact companies to provide training or choose 
to offer training themselves. Decide on the start date of training 
sessions. Communicate and ensure involvement of TE presence in 
training. Evaluate training sessions and implement changes 
accordingly based on feedback. 

TE Take part in training sessions offered by HDI. This can be done on 
site in one of the conference rooms the hotel has.  

TE and HR-
Department 

Evaluate training program and training sessions, further develop and 
improve using the feedback. Evaluate progress of the TE, discuss 
what both parties would like to improve on further. 

 
Cost overview 
The exact costs depends on the number of attendees, duration of the training, the location 
and type of training. On average the costs of training in hospitality in 2020 are 2.7% of 
the total labor costs according to CBS (CBS, 2022). Please find the table of companies 
offering training below: 
 
Organization Costs Type of training 
Gast is Koning 210 -295 monthly Onboarding, basics in 

hospitality. 
Haagse Horeca Beurs (KHN) Free Basics in hospitality, 

complaint handling, 
etiquettes, serving food 
and drinks, service, and 
sales.  

 
Note that “Basics in hospitality” consists of: Welcome of the guest, the guests stay, 
bottlenecks and customer focus, i.e., recognizing and meeting the customers’ needs. 
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7. Evaluation 
 
Training evaluation is an ongoing process to analyse the effectiveness of a training 
program, gather feedback for improvement and measure if objectives have been met 
(Vulpen, 2021). As training can be a costly investment and it has the potential to convert 
employees into a valuable resource in this dynamic market, ensuring its effectiveness is 
imperative (Karim, Huda and Khan, 2012). Next to that, training evaluation, by assessing 
the attendees’ behavioural changes and assessing the training quality by performing 
surveys or feedback opportunities, ensures training transfer, i.e., the usage of acquired 
knowledge during training sessions (Burke and Saks, 2009). 
  
Phillips V-model consists of 5 stages that measure the effects of the training (Miner, 
2005). The researcher suggests using this model as it consists of clear steps the 
management team can follow, allowing for easy implementation. The Phillips model allows 
for precise data to be collected and evaluated, i.e., the monetary benefits, and outcomes 
that are hard to quantify in numbers, i.e., satisfaction rates or effectiveness. Thus, all 
aspects of training benefits are evaluated, namely: 
  
Step 1: Reaction 
The level of satisfaction 
with the training. 

Evaluating the experience of the attendees by means of 
surveys, suggestion boxes or pulse surveys, i.e., a pop up 
with a short set of questions. 
  

Step 2: Learning 
The skills and knowledge 
gained. 

Measure if the learning objectives have been met, as well 
as the level of active participation. Measuring the level of 
skills or abilities before the training session may ensure an 
accurate level of improvement can be measured. 
  

Step 3: Application and 
Implementation 
The ability to apply the 
acquired knowledge. 
  

Evaluating if the training had any impact on the behavior of 
the attendees, which typically takes place at least one 
month after the training. This stage focusses on 
determining where the problem lies, if the previous stage 
indicated that the training was not successful. Thus, in this 
study, determine whether the content of the training or the 
way the training was given is the reason the training was 
not successful. 
  

Step 4: Impact 
The effect on 
organizational goals. 
  

In this stage one considers the training as a whole as well 
as its impact on organizational goals and any external or 
organizational factors that might have hindered its success. 
  

Step 5: ROI 
Costs and Benefits. 

Compare the costs of the training to the monetary benefits 
that are related to the training, i.e., not taking seasonal 
effects into consideration that contribute to a higher profit. 
ROI is calculated as follows: 
((Total training benefits – total training costs)/Total training 
costs) x 100 = % 
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Formative and Summative evaluation (Bin Mubayrik, 2020) 
Formative evaluation is conducted during the training to improve and modify the learning 
process and performance of the attendee and provide feedback to the trainer. There are 
numerous methods usable for formative evaluation, such as surveys, focus groups, 
interviews, observations, assessments or quizzes and document review, i.e., reviewing 
training materials. Summative evaluation is performed after the training sessions have 
taken place, to measure how much the attendees have learned, i.e., the goals set 
beforehand, or the skills and product knowledge TE have required. Based on the outcome 
the training program can be revised. Demonstrations, tests, or presentations are common 
methods used for summative evaluation. The beforementioned method used for formative 
evaluation may be used at this time as well. 
  
The combination of Formative and Summative Evaluation ensures improvement of the 
students learning, teaching methods and training program as well as increase the 
accountability of attendees. The researcher suggests this type of evaluation as an addition 
to the Phillips V-model as it also focusses on the process and teaching methods. In 
addition, the researcher suggests taking other metrics, such as KPI’s into consideration to 
measure the impact of training on the commitment of TE. KPI’s can be sorted in to the 4 
key perspectives of an organization: financial, customer, process, and people. For this 
study, people KPI’s such as employee engagement, knowledge acquired from training, 
turnover and satisfaction rates may be used to determine the effects of the training 
program. However, KPI’s such as ROI, which is tested with the Phillips V-Model, and 
customer satisfaction and customer retention may also be tested, given these are 
ultimately affected by the level of JS and commitment of employees. Especially when 
looking at the reviews from HDI over the past years, indicating a dissatisfaction with the 
skills and abilities of TE, see Appendix G. 
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8. Dissemination 
  
The dissemination of research is considered an integral part of research projects, which 
ensures the findings are communicated properly and thus enhances the usability of the 
solution or recommendation for further research. Key insights from this study are the 
positive effects of T&D on PE, such as improved JS and OC. Moreover, organizational 
benefits such as lowering HR costs, improved productivity and Customer Satisfaction and 
retention. The researcher tested if this effect would hold for TE, which was found to be 
true. The recommendation, the implementation of a training program, was communicated 
to the stakeholders of HDI (i.e., HR-Manager and Management team). 
  
Please find the dissemination plan below. 
  
Stakeholder Human Resource Manager 
Objective Provide the HR manager with the Training Program. Explain 

the processes, evaluation plan, reasoning, and 
implementation possibilities to ensure they are able to fully 
implement the solution design. 

Method of 
communication 

An infographic was designed to disseminate the Training 
Program, including the training examples, duration, 
regularity and evaluation. The Infographic was presented to 
the HR manager for further clarification. 

Who The dissemination is done by the researcher. 
When September 2023 

  
Stakeholders Management Team HDI. 

• General Manager 
• F&B Manager 
• Director of Operations 
• HR manager 
• Director of Rooms and Revenue 
• Head Chef 

Objective Provide the Management Team with the solution design, to 
inform them of the plan. This allows them to provide 
feedback on the solution design which could be used to 
further improve the Training Program. 

Method of 
communication 

The same infographic has been sent to the management 
team to ensure the information communicated to HDI is 
consistent throughout the dissemination. 

Who The dissemination is done by the researcher. 
When September 2023 
  
Please find the infographic and feedback from the meeting in Appendix H. 
  



 33 

 

  



 34 

9. Academic Reflection  
9.1 Reflection of Problem definition 
The intend has always been to focus on T&D, however, at the start of this research I found 
it hard to focus on one phenomenon. I originally planned to research the gaps of a training 
program of HDI. I wanted to focus on what has been proven to be effective for different 
types of employees, with regards to their age, knowledge, and abilities. However, it 
became evident the hotel did not have any training program in place, nor would this “plan” 
allow me to fully delve into the 5 stages of Design Based Research. 
I noticed that TE are consistently part of the F&B team at HDI, and thus decided to focus 
on the effect T&D could have on these employees. This allowed for a clear and focussed 
problem definition.  
 

9.2 Reflection of Literature review 
During the literature review stage, I found it hard to find topics to focus on given the 
relationship between the variables is complicated and evolves many variables. I found 
many topics and previous studies interesting and desperately wanted to find a way to 
incorporate all information in the literature review. Looking back this resulted in an 
unfocused chapter in the Proposal. With help from Mr Govender and my friends I was able 
to see which topics could be left out either because of a lack of relevance or relation to the 
topic and research question defined. The Literature review links back to the Problem 
Definition and has a common thread which depicts the key topics. 
 

9.3 Reflection of Methodology 
The main hurdle in the Methodology chapter was determining the research approach. At 
the time I chose a quantitative research approach given my population would originally 
have been the entire hotel. However, once I had chosen to focus on TE, the population 
had decreased. To compensate I chose a mixed method approach to collect enough 
information to form a proper recommendation. This allowed me to write an encompassing 
methodology, including clear explanations on the sampling size, data collection methods, 
limitations and analyse the findings accordingly. The methodology is clear and well 
underpinned and formed a good foundation for the solution design and its implementation. 
 

9.4 Reflection of Solution Design 
The solution design is based on the evidence found in the Literature Review, the Survey 
and Focus group. It links back to design-based research and the solution takes the needs 
of the organization and TE into consideration. The solution is clear and includes reasoning 
as to why it could have a positive effect on the organization and the employees. The 
inclusion of evaluation options provides the hotel with tools to develop the training 
program in the future. Although recommending to research other variables that might 
affect the OC of TE might be interpreted as a lack of confidence in the results and theory, 
I feel it was my duty to HDI to provide them an all-encompassing recommendation.  
 

9.5 Implication for future research 
Based on this research, I believe offering training to TE improves the OC and JS. Moreover, 
it results in several other benefits such as improved quality of service, customer 
satisfaction. Therefore, it could be beneficial for the hotel to further research the impact 
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of the offered solution as well as delve into other factors that have shown to impact the 
beforementioned aspects. Especially when the hotel finds that only implementing the 
proposed training program does not show the desired effect. 
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Appendices 
 

Appendix A: Training Interval Table 
 
 
Frequency Type of training 
Daily General skills improvement and up keep, 

on the job training or feedback during a 
shift 

Weekly Updates on routines, general topics or 
tasks within the company 

Monthly Tasks, skills or topics that need 
continuous improvement as they change 

Quarterly Skills and standards related to the job, 
given by i.e mother companies or chains 

Annually Specialized training or recertifications 
such as Emergency Response Service 

  
(Thoumyre, 2018) 
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Appendix B: Proof Survey before intervention 
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Appendix C: Proof Survey after intervention 
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Appendix D: Proof Findings Survey (before and after intervention) 
 
Before intervention 
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After intervention: 
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Appendix E: Proof findings Focus Group 
Codes:  
Invited  
Belong to 
Relationship with colleagues 
Grow 
Develop/Development 
Training/Course 
Lack of Information 
Clear instructions 
Needs to perform daily tasks 
Confident 
Empowered 
Guidance 
Feedback/Tips 
Managers help 
 
What could HDI do to ensure you will keep applying for shifts? 

• I would like to be included in training sessions, LHW standards and staff 
meetings. 

• I would like to get more feedback during my shift 
• More guidance, during my shift, from the supervisor would be nice 
• I would like to be included in tips and after shift drinks  
• It would be nice if we are also included in the quarterly updates or invited to 

those birthday celebrations 
 
What kind of training are you interested in? 

• Barista course, LHW standards, wines we serve 
• Complaint handling, onboarding 
• Training about the tea’s and the High Tea in general, like the food we serve with 

it or how it served 
• The history of HDI 

 
Why you would want to attend a training given by HDI? 

• Training would make me feel more confident and included in the team 
• I could use what I learn in the future as well (falls under grow) 
• Training usually makes me feel empowered and confident 
• I would like to improve my skills and abilities within the hospitality industry 
• Refresh what I learned already, it also motivates me that the company invests 

time in my professional development 
 
Can you name 2 things HDI does that make you feel committed to the company 

• It is nice that they put me in the flexpool (chosen first when lots of people apply 
for the open shift) 

• It is not something the company specifically does but I have a good or open 
relationship with colleagues (both permanent and other ‘tempers’), I feel close to 
them, and pretty open with the supervisors and managers which makes me want 
to keep working here 

• I feel like the organisation trusts me 
 
Can you name 2 things that need to change/be implemented for you to be committed to 
the company? 
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• More guidance during my shift and motivation by giving training, tips and 
feedback in a positive way. 

• It would be nice if we could be provided with more information (clearer 
information) at the start of a shift or party (before the party arrives) 

• In the future possibly offer me a different contract, show me growth possibilities 
within the company (that the management team shows they want to help me 
grow/develop within their company (due to the context it would group in this 
code) 

 
How can HDI make you feel more included in the team? 

• I would like to be included in staff meetings 
• It would be nice to be invited to the onboarding or training 
• I want more information about the hotel (like background, history but also the 

standards from LHW) 
• A small briefing before or at the start of my shift to know expectations 
• I would like to be included in the quarterly updates and quarterly birthday 

celebrations 
 
What information do you need from management to perform your daily tasks? 

• The number of reservations or groups and any important details’, so we know 
what to expect that day 

• (LHW) Standards we need to follow 
• Clearer instructions about tasks, how it’s done and when they expect it to be 

done and what they expect of me during my shift. 
 
How does management currently support you? 

• Management team sometimes help with large or high profile groups which is 
really nice 

• Some supervisors, especially “M”, give feedback and always help during service 
• Supervisor explain new tasks really well 
 

Why do you keep applying for shifts at HDI? 
• It is pretty close and I am already familiar with the hotel, like where everything is 
• The colleagues, from the permanent team, are nice and helpful 
• I kind of know what I can expect 
• Good hours, can chose between a lot of late and or early shifts. 

 
Why would you stop applying for shifts at HDI? 

• If another shifts/company pays more, or the other company offers me training 
• They provide more guidance during my shift at another company and important 

information and or changes are communicated better to us as well (gives me a 
sense of stability I guess) 

• Better connection with managers/supervisors 
• If another company include me in staff meetings/pre shift briefing and 

celebrations or after shift drinks if I have been working with them for a while 
 
Were any training sessions or courses given in the last 6 months and were you as 
tempers included? 

• I heard about training sessions given that were posted on the board in the 
breakroom, but did not attend. I wasn’t sure I was allowed to sign up. 

• Onboarding was provided to some new colleagues, but they are not tempers I 
believe 
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• Saw the training options posted on the board but did not sign up for any. Why 
not? Did not think it was for us or did not find them interesting or useful for me 

 
Can you name 2 things HDI does to make you feel satisfied or happy with your job/shift 
at the company 

• Fair pay, the meals are pretty good 
• Nice guests and colleagues 

 
Can you name 2 things that do not make you feel satisfied or happy with you job/shift at 
the company? 

• I get very little feedback and no training 
• Sometimes feel like I am fending for myself/ I figure things out as I go rather 

than getting a good explanation or guidance from a supervisor or manager during 
my shift 

• Sometimes we do not get time to take a break, or it is very late because of large 
parties 

 
What would you need to feel happy or satisfied with your job? 

• Training, regular feedback, feel included in the team are some things I find 
important and would really like in a job 

• Feel/be more included in meetings/changes 
• Better pay or other incentives (such as gym memberships, discounts/party/ get 

together to show appreciation) and training about the wines and stuff we 
mentioned before because it makes me more confident about my skills 

 
Important statements that came up during the focus group 
“I do not really see myself working here in the future” “I am doing this work, via 
Temper, until I find something in my field or until I am done with school” 
“The online training you sent to us was fun but I need a bit more to really 
remember, or not only multiple choice questions” 
“Training in person, and more regular, would help me remember better and I 
like it better if I am learning with the rest of my team” 
“I also prefer training  in real life because, I can ask questions and talk with 
others about it. It is more motivating to learn something that way rather than 
alone”  
 
Revised themes: 

Professional Development  
 Sub theme: Improving product knowledge 
 Sub theme: Offering training to TE 

• Complaint handling 
• Could use what I learn in the future as well 
• Improve my skills and abilities 
• Refresh what I learned already 
• Feel more confident and included in the team 
• Feel empowered and confident (why would they attend training given by 

HDI) 
• it motivates me (why would they attend training given by HDI) 
• Include me in training and LHW standards 
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• Barista course, LHW standards, History of HDI and onboarding 
• Training (other company offers training that’s why I would apply for a 

shift with them) 
• onboarding 
• Want more information about the hotel (like background, history, 

standards LHW) 
• (LHW) Standards we need to follow 
• Onboarding was provided to some new colleagues, but they are not 

tempers I believe 
• Saw the training options posted on the board but did not sign up for any. 

Why not? Did not think it was for us 
• Training (not offered makes me not feel happy with my job) 
• Training would need to be offered for me to feel happy with my job 
• Training about the wines we serve 
• More information about the tea’s and the High Tea 

 
Role ambiguity 

• Sometimes could be provided with more information (clearer information) 
at the start of a shift or party 

• Small briefing before or at the start of my shift to know expectations 
• Number of reservations or groups and any important details’ 
• Clear instructions about tasks 
• Supervisor explain tasks very well 
• I know what I can expect (is why I keep applying for shifts) 
• Sometimes feel like I am fending for myself/ figure things out as I go 
• Include me in staff meetings 
• Would like to be included in staff meetings 
• Include me in quarterly updates 
• Feel/be more included in meetings/changes 

  
More inclusion in the (permanent) team 

• Included in after shift drinks 
• good/open relationship with colleagues 
• Training would make me feel included in the team 
• be invited to onboarding 
• Be included in quarterly birthday celebrations 
• Colleagues are nice (makes me keep applying for shifts and makes me 

feel happy with my job) 
• party/ get together to show appreciation (what would I need to feel happy 

about my job) 
• Be included in tips ? 

 
Managerial support better define these 
Sub theme: Top level management support 

• Management shows appreciation for my work 
• good/open relationship with managers (makes me feel committed to the 

company at this moment) 
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• that they want to help me improve (would need to be present for me to 
feel more committed to the company) 

• Sometimes help with large groups (how management supports me) 
• Better connection with managers (better connection with management at 

a different company would result in them not applying for shifts at HDI 
anymore) 

• Show me growth possibilities (would make them feel committed to a 
company) 
 
Sub theme: Operational level management support 

• Supervisor gives feedback 
• More guidance (more guidance at another company would make them 

stop applying to shifts at HDI) 
• Regular feedback (is what they would need to make them feel 

happy/satisfied with their job) 
• Little feedback (currently makes them feel unhappy/not satisfied with 

their job) 
• More guidance and feedback during a shift (would need to happen for 

them to continue applying for shifts) 
• More guidance (would make them more committed to the company) 
• good/open relationship with supervisor  (currently makes them feel 

committed to HDI) 
• tips/feedback during shift (would need to happen for them to feel 

committed) 
• help during service (how management supports you now?) 
• Better connection with supervisors at different company would make me 

stop applying for shifts at HDI 
Motivation: Supervisors motivate them by giving tips/feedback during shift but 
also through training (what would need to change/be implemented for you to be 
committed to the company) 
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Appendix F: Proof Online Training  
Note that according to the LQA standards some Modules do not seem to be completed as 
a pass is set at 80%. However, as their participation was part of my research we agreed 
that they would need to complete the module with a 70% score. Thus, all Modules where 
completed by the participants. 
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Appendix G: (Confidential) Reviews of HDI  
 
NOTE: reviews taken from Qualtrics site and feedback on paper during the time of the 
internship. Some reviews have been translated from Dutch and German to English 
 
Guest X-1: Small remark: the service in the lounge/bar seems uncoordinated, not 
(always) sufficient. 
 
Guest X-2: Reception/valet 2 male barmen are very professional helpful and friendly, 
which we missed with the remainder of the service personnel.  
 
Guest X-3: “problem” during the breakfast, staff was too vocal and restless. The dishes 
were dirt, not well washed.  
 
Guest X-4:  Our worst experience was at breakfast. We had to wait over 10 minutes 
just to have our table cleaned. The table had been vacated for a while, but the wait staff 
had not cleaned. At the buffet, the hot items were cold, several bakery items were only 
replenished 40+ minutes after we pointed the issue out to the wait staff, and we had to 
request a cup of coffee four (4) times from two different waiters before we were finally 
served. Regrettably, we had a very unpleasant experience at breakfast. 
 
Guest X-5: The little dissatisfaction was the service at about 10 pm in the lounge. In 
short, we were not served while the staff behind the tap was having a lot of fun. We just 
went to our room to have a drink there. It looks like there is no leadership there. 
 
Guest X-6: The employees are all highly motivated but show little coordination at 
breakfast. They would have to be managed differently and the tasks distributed 
differently. The workers can't do anything about that. They do their best. That is the job 
of middle management. 
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Appendix H: Proof Dissemination 
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Feedback Management team at HDI  
- “The infographic provides clear suggestions on types of training, how often it 

should be given and how long a training should last and why”.  
- “The suggestions for outside companies are nice, gives us another insight or idea 

instead of going with the companies we know.” 
- “It would have been nice to see an example of how a training session(s) could be 

evaluated using the model you suggested. It would make it a bit easier to use 
ourselves I believe, since we have not used a model like that before.”  

- “The solution/recommendation seems to be well underpinned, especially since 
you have talked with the temporary employees to see what they want and need.” 

- “It would have been good to know if the PE and TE could or should attend the 
same training sessions. As in do they benefit from the same type of training or do 
they require different training methods or types due to the nature of their 
contract. This would have given us more security and possibilities, since we can 
combine training sessions.” 

  



 98 

Appendix I: Career Launching Portfolio 
 
1. My Future 
1.1 what I want to achieve 
For many years I felt my future lied in restaurant or F&B management, however after 
working on my CLT and after some of the Phase 3 courses I have been thinking of 
broadening my horizon during my LYCar. I am currently working as a shift leader in a 
restaurant, where I can learn lots more about the job. Although, LYCar could be a great 
opportunity for this, I feel that I could benefit from working in another field during 
LYCar. As I will be guided more, providing me the opportunity to explore a field I have 
not yet worked in. L&D is a field I am looking into for my LYCar. 
I am currently looking to stay in the Netherlands for work. I enjoy living in the vibrant 
area, moreover, my friends and family are close which I something I really value. I 
noticed this is something I do not want to miss during the pandemic and during my 
blocks delay, 1920CD, as I was nearing a burnout. I found these important to keep 
close.  
LYCar is the time for me to learn more about the different fields in the industry and what 
I want from or look for in a company. I have yet to discover more about different 
company cultures and procedures, since this is my first job in the industry. Although I do 
enjoy the company’s clan culture, where the focus lies on the wellbeing of employees.  
I started a small focus group to involve the employees more in decision making and 
process innovation to further improve the relationship between employees, management 
and owners.  
My short-term goal is to find a new job, I am passionate about. I hope LYCar inspires me 
to find this job I will be passionate about, be that HRM or restaurant management, and 
creates a job opportunity for me to continue after graduation.  
I am unsure what my long-term goal is. I feel LYCar is the opportunity for me to explore 
the industry more as I have always thought I would grow up to be a restaurant or F&B 
manager. This is what made me apply to Hotelschool The Hague, yet the courses, 
students and instructors have made me see many other options in the industry that I 
find interesting as well. My long-term goal is to be established in the job I am passionate 
about, that allows me to grow and learn.  
 
Fields/departments that I would prefer to work in: 
HR, L&D 
Restaurant manager 
F&B manager 
Event manager 
 
HRM was never a field I considered, yet during a Phase 3 course I became more 
interested in the field. Specifically L&D was a topic we often discussed with our coaches 
as they worked as consultants or in HR. I always found training and helping employees 
during work very interesting and fun. Working closely with management and employees 
to improve L&D plans is something I would like to explore more.  
As I mentioned before being a restaurant or F&B manager is a job, I always envisioned 
myself in, I have found it interesting to see what goes on behind the scenes of a 
restaurant ever since I was a kid. My current job gives me some insight in this and I am 
still interested in exploring this further.  
Being an event manager has come forward during my HTH career. I feel it combines 
some parts of F&B management and event planning, giving advice on caterers, interior 
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design or decorations. Working on events came forward during my placement, which I 
really enjoyed.  
 
Skills and talents:      Values: 
Multilingual      positivity from others 
Eye for detail      reliability 
Wittiness      compassion 
Positive      honesty 
Eager to learn      enthusiasm  
       respect 
 
 
2. Focus in LYCar 
2.1 Learning goals and competencies 
My main focus was working on my social, communicative and language skills, PEC10. 
This has already improved since I started at Hotelschool The Hague yet I feel I actively 
using what I learned and continuing to improve it is imperative for jobs in HR and as a 
manager. Which directly links to PDC7, dealing with powers and influence of 
stakeholders. Since restaurant managers and HR employees often deal with people 
outside of the company such as regulators, suppliers as well as stakeholders within in 
the company like the owners. These people require a very different dynamic and 
communication skills in conversations compared to employees.  
My next goal would be to work on my independence and interpersonal skills, PEC11. As 
mentioned in my CLT, I often depend on others and seek validation or react out of 
emotion. This could negatively impact my work as a manager, HR employee or even 
teaching (as mentioned by some personality tests). Next to that I want to find the best 
way for me, and the company, to develop, implement and evaluate daily processes, 
PDC9. As these apply to both field I am interested in, HRM and restaurant management. 
As I will have to train employees on any changes as well as implement and evaluate 
them with the employees in the restaurant.  
 
Learning goal 1:  
Using the tips, I received from my personal coach and during my HTH career to work on 
my communications skills, during my internship whenever I am in a feedback session or 
meeting with my supervisor, at least once a month  
 
Learning goal 2:  
Work on my independence and confidence by asking question to improve my knowledge 
in the field to ensure myself I can make decisions without seeking the validation of 
others.  
 
2.2 Competencies as my focus for LYCar 
I would like to highlight some competencies want to work on during my LYCar. 
Adaptability: This came forward in my GMM, I still feel this is of the utmost importance 
to improve, as many jobs require me to adjust to new situations quickly and still 
continue to work at a high level.  
Problem solving: Although I do believe I posses some ability in this, it needs to be 
improved. I often need a long time to evaluate a situation which takes away from the 
effectiveness as some situations require immediate action.  
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On the other hand I believe the following are some of my key competencies that are 
important within any field or position: 
Responsibility: I find the completion of tasks assigned to me very important, I believe it 
drives me to work on the task or job and I find that it makes me happy when I finish 
something and I am satisfied with the results. 
Avid learner or collaborative learner: When learning a new skill I find it enjoyable and 
more motivating to do this with my colleagues. The feeling of working together to 
improve ourselves drives me, although I have this feeling by myself as well. I do believe 
working in a team to innovate and ultimately improve the performance is what makes 
learning and development the most fun for me. 
 
 
2.3 Reflection setup 
I decided to use the Gibbs Reflective cycle a my primary tool for 
my personal reflection, as it offers a framework for repeated 
experiences and thus allows me to learn from it and use what I 
learned in a similar situation. It consists of 6 stages (The University 
of Edinburgh, 2021). 
Stage 1: write down a (factual) description of the experience. I can 
use the following questions to aid me in describing it; 

• What happened 
• When and where did it happen 
• Who was there and why 

Stage 2: describe my feelings and thoughts about the experience. 
Think about; 

• What I felt during and after the moment 
• How did the others involved feel during and after.  

Stage 3: Evaluation of the experience.  
• Describe what was good and bad 
• What went well or didn’t go well 
• What did I and others contribute to the situation. 

Stage 4: analyse the situation, to make sense of it. Think of questions like;  
• Why did things go well or not 
• What knowledge can I use to help me understand the situation better. 

Stage 5: write a conclusion of what I learned from this experience. Think of; 
• What I could have done differently 
• What skills I need to develop or learn to handle a similar situation better 
• What else could I do differently 

Stage 6: write an action plan, that include the following for example:  
• How I can deal with similar situations better 
• How will I develop the skills mentioned in stage 5  
• How I will make sure I react or act differently in the future.  

 
As mentioned, before I want to schedule regular feedback moments with my supervisor, 
after which I can use Gibbs Reflective Cycle to further reflect. This creates regular 
moments for me to use the reflection tool during LYCar. Moreover, I will be contacting 
friends, family and colleagues to ask for feedback or tips when I am struggling with a 
certain experience to give me insight from an objective or unbiased perspective.  
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3. Action Plan 
3.1 Timeline 
Timeline for LYCar Block and dates Plan  
 2021D 

26/4 - 28/6 
Resit: 
ABI assignment 2 
DMO research exam 
MO reflection report 
Hand in:  
CLT and CLP 

 2122A 
30/8 - 01/11 

Resit: 
RM final exam 
BMI design space 
DMO ops1 

 2122B 
08/11 - 24/01 

Research 

 2122CD 
07/02 - 07/08 

Internship  
 

 2223A  
 

Thesis 
Final defence 
Graduation 

 
3.2 Internship opportunities 
The following 5 internship options seem the most suitable based on my interests and the 
field. 
 
1 Management internship at Max Brown hotels in Amsterdam 

This internship is at 2 Max Brown hotels in Amsterdam, where I will be managing the 
three departments of the hotel; bar & desk, housekeeping and maintenance. The team is 
described as warm, cosy and their common goal is to spread the joy of travelling to as 
many people as possible. Some of my responsibilities include: 

• Supporting the team with various tasks among which assisting with projects, 
administrative tasks, duty management; 

• Assisting managers in writing manuals/ SOP’s;  
• Ensuring their standards are met, one of my focus points would be service 
• Ensure seamless working relationships with and between all departments 

Although it is not only focussed on the F&B department I feel this would be a great 
opportunity for me to learn more as a manager in de hospitality industry. I found this 
internship opportunity on Glassdoor, contacting the company could be done via the 
contact information given on the website (Glassdoor, 2021).  

2 HR internship at Zoku Amsterdam  

This internship opportunity at Zoku Amsterdam is the perfect opportunity for me to 
work in a new field whilst being able to stay within the hospitality industry. The focus 
lies on the happiness and well being of Zoku’s employees. Whilst maintaining their 
company culture and L&D plan.  

• Creating and innovating schedules and manuals 
• Be part of the entire recruitment and onboarding cycle 
• Support the HR manager in daily tasks 
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• Maintain relationships with hotel schools and attend their career fairs 

I found this internship opportunity on the Placement Office website, contacting the 
company could be done via the website (Placement Office, 2021b).  

3 HR internship at Pulitzer and Kimpton de Witt in Amsterdam 

This seems like an interesting internship to me as it is for 2 different hotels, as they 
are both part of the Lore Group. The focus lies on recruitment and selection processes 
as well as personal advice and training. 

• Assisting the human resource manager with their daily tasks 
• Work on the recruitment and selection program 
• Be present for any advice the employees might need 
• Ensure all employees contribute to the company culture 

I found this internship opportunity on the Placement office website, contacting the 
company could be done via the website (Placement Office, 2021c).  

 
4 Meeting and events internship at Zoku Amsterdam 

This placement is a perfect stepping stone into event management. As it is on a smaller 
scale yet I will be the person in charge, contacting guests, groups and other 
departments.  

• Take the lead on day to day Meeting and Events operations 
• Manage the team and the events, the contact person for the guest 
• Work along side the meeting and events manager and assisting in their daily 

tasks 
• Manage and guide flex staff 

I found this internship opportunity on LinkedIn, thus contacting the company could be 
done via the contact information given on the website or their HR 
department(LinkedIn, 2021).  

5 F&B management trainee at Fine Hotels & Suites in The Hague 

Ultimate goal is to provide the guest with the most personal service. As part of the 
management team I will work in their restaurant, take care of groups and banqueting. 
Be the contact person between departments during events and service. 

• Manage the team in daily processes 
• Work along side the F&B management team 
• Work closely with other departments and guests 
• Work in all different elements of the F&B department and guide the team 

I found this internship opportunity on the Placement office website, thus contacting 
the company could be done via the website (Placement Office, 2021a).   

3.3 Possible research topics 
Topic: Recruitment and selection procedure 
Why: I find it interesting to find the best way to select and recruit employees, especially 
younger generations. These people are the new working generation and ensuring a 
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company’s recruitment and selection program caters to them is imperative when looking 
to hire. 
How: I will interview HR managers and employees within the company on their current 
recruitment and selection procedures as well as graduate students on their experiences, 
preferences, search engines, sites or other way of finding a job. 
Result: I will be providing the company with a setup for a new recruitment and selection 
procedure that fits the needs and wants of the people they are looking to hire, thinking 
of graduates. 
 
Topic 2: Learning and development 
Why: I believe having the right program that appeals to different employees, based on 
characteristics is key in ensuring they can bring their best to the company. 
How: Research the best fit for the company as well as for the different types of 
employees the company has. As well as interview current employees and the HR 
department on current L&D procedures. 
Result: Ensure the company has a L&D program that can be applied to different 
employees based on their characteristics to ensure it best fits them. Allowing for more 
personalised training. 
 
Topic: Does learning and development of employees play a role in employee turnover 
Why: Finding out if the L&D program is a key indicator for employees to leave or stay 
within a company is interesting to me as it is a big factor for me and many people from 
my generation. Seeing if there is a relationship and how it can be improved could be 
beneficial to many companies.  improve employee turnover in the company, find most 
appropriate L&D plan for the team 
How: Interview employees, research L&D plans/strategy/modules, interview the HR 
department as well as look into the employee turnover rates.  
Result: Improve the employee turnover rate within the company. Perhaps find the best 
suitable L&D plan for the company based on the teams characteristics.  



 104 

Appendix J: LYCar Proposal Pass Proof and Feedback  
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Feedback LYCar Proposal 
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Appendix K: Declaration of Confidentiality  
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Appendix L: Propaedeutic European Credits obtained 
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Appendix M: Post Propaedeutic European Credits  
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Appendix N: Client Appraisal Form 
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Appendix O: Professional Product 
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Appendix P: LYCar Proposal Executive Summary 
 
As a Duty Management trainee at Hotel des Indes my main role was to support all 
departments, ensure the guests have the best possible experience during their stay at 
Hotel des Indes.  
 
My personal interests lie with organizational development, Training and Development of 
personnel, finding the balance between being a manager who leads and a manager who 
inspires employees to take ownership of their work.  
 
Secondary research showed that the Coronavirus dramatically impacted the Hospitality 
Industry as closing borders and hospitality operations caused 62 million people their job 
within the sector. Moreover, prior to the pandemic the Hospitality Industry was one of the 
largest sectors in the world, accounting for a global GDP of 10.3%, which decreased to 
5.3% in 2020.  
 
Even though millions of jobs were recovered, Dutch hospitality operators reported the 
inability to fill in vacancies, as people resorted to working in different industries. Research 
showed that a third of former hospitality employees will not return to the sector, even if 
they studied to work in hospitality, thus the labour shortage in the Hospitality Industry 
remains. Since the market has been recovering organizations have resorted to the use of 
Temporary Employees to fill urgent gaps, especially during high season it seemed to be 
the perfect solution and allowed for flexibility. Temporary Employees use online platforms 
to apply for open positions at many different organizations. 
 
Although high turnover has been a problem in the Hospitality Industry since before the 
Coronavirus, the pandemic further induced a turnover in Dutch hospitality operations of 
84.7% in the second quarter of 2022 compared to the year before. Next to that, are 
Temporary Employees the main cause for the expected growth of employees in the HI to 
599.000 people in 2025.  
 
Research has shown that managers tend to exclude Temporary Employees, as well as part 
time employees, in the Training and Development within their organization. Often, this is 
due to the opinion that it is too costly to invest in employees who might not work with 
them for more than one year. Although Training and Development has been found to 
positively impact Job Satisfaction and in turn Organizational Commitment, it focuses on 
increasing the skills, abilities and knowledge of employees while promoting growth for the 
organization and its employees.  
 
As Job Satisfaction has been found to be a key contributor to Organizational Commitment 
of Permanent Employees, the following Main Research Question has been developed to 
establish whether the effect will hold on Temporary Employees:   
 

Main research question: 

How can Training & Development positively impact the commitment, measured 
by job satisfaction, of Temporary Employees in the F&B department of Hotel 

des Indes? 
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Goal of the research:  

The goal of this research is to identify current gaps in Training and 
Development at Hotel des Indes, collect valuable data to form 

recommendations as to how Hotel des Indes can improve aspects such as 
Organizational Commitment, performance and Job Satisfaction among 

Temporary Employees in the F&B department 
 
To properly answer the research questions and reach the goal of this research, primary 
and secondary data was collected. A clear overview of the findings have been displayed in 
a literature review, which allowed the researcher to develop a solution to fill the current 
gap within the HR-strategy of Hotel des Indes. 
 
Based on the findings of this research a recommendation to implement a Training Program 
at Hotel des Indes was formed. Moreover, the findings of the primary data have been used 
to ensure all needs and wants of the Temporary Employees at Hotel des Indes are met.  
 
The Training Program will include different types of training sessions in order to meet the 
needs and wants of different types of employees, at different stages in their career. As 
well as ensuring they are able to meet the guests expectations, company goals and follow 
along with trends in the industry.  
 
Involvement of management, evaluation and frequency of training is taken into account 
to ensure the Training Program is effective. The Training Program is in line with the chosen 
Program Learning Outcomes 8 and 9, Leadership and People. 
  


