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Abstract

Employees are major asset of any organization since they play a major role towards a company’s success. The accomplishment
or disaster of a hotel depends on its employee performance. As a result, equipping these unique assets through effective training be-
comes imperative in order to maximize the job performance and also position them to take on the challenges of today’s competitive
business climate. This study sought to examined the effect of training on employee performance in some selected hotels in the Ga
East Municipal Assembly, Accra Ghana. Data was collected among selected hotel employees in the Municipality. Questionnaires were
administered among 100 randomly selected respondents. The data was analyzed with Statistical Product and Service Solution (SPSS)

software version 21 and presented using tables.

The study revealed that most of the hotels in Ga East Municipality are in urban centre, 2-star and majority of them are indepen-
dently owned. The three most popular method of training were orientation (99%), demonstration and examples (63%), and mentor-
ing (44%). Also, 100% of the respondents believe that hotels employees are trained to communicate effectively to the customers,
98% believe that hotel employees should show the services offered to guest and 98% also believe that hotels should monitor use of

its resources. One hundred percent of the respondents revealed that training helps to improvement the overall skills of employees.

In conclusion, respondents believe that orientation is key as well as demonstration and examples since it will help communicate

effectively to customer and also help improve their own skills and relationship with clients.
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Introduction

The hospitality industry, from which hotels are a main part,
is service intensive and consequently relies heavily on its human
resources [1]. The hospitality industry is one of the oldest indus-
tries in the world, the fastest growing sector of the economy and a
multi-billion dollar growing enterprise [2]. For a whole hotel to op-
erate smoothly, it needs the involvement of staff of all departments:
from the departments directly dealing with guests like Front Office,
Housekeeping, Food and Beverages to back-office departments
such as Accounting or Engineering [1]. Ghana’s hotels contribution
to the Gross Domestic Product (GDP) for the third quarter of 2012
grew by 31.8% [3]. This indicates the significance of the hospital-
ity industry towards the overall growth of the country’s economy
and has long been recognized that tourism and hospitality have an

impact on economic activity [4].

Improved capabilities, knowledge and skills of the talented em-
ployees proved to be a major source of competitive advantage in a
global market [5]. Employees are major asset of any organisation
since they play an active role towards a company’s success [6]. As
a result, equipping these unique assets through effective training
becomes imperative in order to maximise the job performance and
also position them to take on the challenges of today’s competitive
business climate [7]. Perhaps, the most effective way to develop
employees is to give them training in their respective fields [8] and
training has the distinct role in the achievement of an organiza-
tional goal by incorporating the interests of organisation and the

workforce [7].

The fundamental aim of training is to help an organization to
achieve its goal by adding value to its key resources, employees [9].

In an ever-growing competitive world, where organizations are al-
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ways at competition with one another in terms of goods and ser-
vices, there should be a link between the organizations business

strategy and the training and development that it undertakes [8].

Managers are trying their level best to develop the employee’s
capabilities, ultimately creating good working environment within
the organization [10]. Training is an essential aspect of human re-
sources management which must be embarked upon either proac-
tively or reactively to meet any change brought about in the course
of time [11] and enhances the capabilities of employees [7]. Train-
ing is a necessity in the workplace since employees are the most
valuable asset of every company as they can make or break a com-

pany’s reputation and can adversely affect profitability [10].

There is a positive link between training and employee’s per-
formance [12] Training can help companies meet the quality chal-
lenge by teaching employees statistical process, control and other
quality related skills that they can used to build quality into prod-
uct rather than fixing the product or service after it has been deliv-
ered to the customers [13]. Training is a learning experience which
seeks a relatively permanent change in the individual that will im-
prove his ability to perform his job well [14]. Every organization
needs to have well trained and experience employees to perform
their duties efficiently [15]. Unfortunately, majority of hotels are
not recognizing the importance of training to increase their em-
ployee’s productivity and when there is a decline in profit, most
of them cut down their budgets on training (Global Hospitality In-
sights, 2014).

With the advancement of technology in the world of businesses,
many organizations have developed the skills of employees to en-
hance their effective performance [16]. Although training has been
going on in the hospitality industry in the past, in recent years it
appears training has been haphazard, unplanned and unsystem-
atic [17]. The result is that there have been several concerns from
customers towards low quality services in the hospitality industry
[17].

Despite the increasing effects on training of organizational em-
ployees by organizations, there still remains limited literature on
hotel employee’s development in developing countries. Itis further
worth noting that while much is known about the economics of
training in the developed world, studies of issues associated with
training on hotel employees in less-developed countries are rarely
found. The study is to examine the effect of training on employee

performance in hotels at Ga East Municipality, Accra Ghana.

Methods
The study area

The study was conducted in the Ga East Municipal District of

Ghana. It is one of the sixteen (16) districts in the Greater Accra
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Region and covers a land area of about 85.7 square kilometres. It
is bordered on the north by the Akuapim South District in the East-
ern region of Ghana. It is also bordered on its other three sides by
other districts in the Greater Accra Region of Ghana. To the west
is the Ga West District, to the south Accra Metropolis District and
in the east the Tema Metropolis District. The towns in the district
include: Abokobi the capital, Dome, Madina, Taifa, and the villages
in the district include: Ashongman, Ayi Mensa, Bansa, Haatso, Kwa-
benya, Oyarifa and Pantang. There is a large psychiatry hospital at

Pantang, which includes a psychiatry nursing training school.

Study population

According to the Ghana Tourism Authority [18], there were 100
registered hotels in the Municipality.

Study design and sample determination

The study employed a cross-sectional study involving hotel em-
ployees who are in the Ga East Municipality. The sample size for
the study 100 respondents who were employees of hotels in Ga

East municipal.

Data collection instrument and procedure

Questionnaires were used to collect the data. The items on the
questionnaire were constructed in English based on the research
objectives. The questionnaires were administered to management
of the hotels. Copies of the questionnaires were distributed to the
respondents in their own settings, that is at their various places of
work. The purpose of the study and its significance was explained
to them to ensure their maximum co-operation. The data was col-
lected in March 2016. The questionnaire was constructed in Eng-
lish based on the research objectives with both close and open-

ended questions.

The questionnaires were divided into five modules. The first
model is on general characteristics of the hotel (location, quality
rating and type of ownership), The second model captures the
methods of training which is adopted by the hotels. The third mod-
el considers the various dimensions of performance. The fourth
module seeks to find out the effect of training on employee perfor-
mance and the fifth was on socio demographics characteristics of
respondents (age, gender, higher educational attainment, experi-

ence in the hotel industry, work position).

Procedure for data presentation and analysis

The data collected from the field were coded after which were
entered using Statistical Product and Service Solution (SPSS) soft-
ware version 21. Data were presented in quantitative form such as

frequency tables, cross tabulation and charts.
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Results
Socio-demographic characteristics of respondents

Table 1 shows the sociodemographic characteristics of respon-
dents. Fifty-seven (57%) of the respondents were females while
57% of the respondents were aged from 31 to 40 years. Majority
(87%) of the respondents are Christians, while more three-quar-
ters (96%) have had at least tertiary education. In relation to work-
ing experience, 46% of the respondents have had from 6-10 years
of working experience and were mostly supervisors (45%) fol-

lowed by general manager and restaurant manager was the least.

Characteristics Frecbl\ll;ency Perc(c:/:)l)t age
Sex
Male 43 43%
Female 57 57%
Age
21-30 30 30%
31-40 57 57%
41-50 13 13%
Religion
Christian 87 87%
Moslem 13 13%
Educational Level
SHS 4 4%
Tertiary 96 96%
Working experience
1-5 42 42%
6-10 46 46%
11-15 9 9%
16-20 3 3%
Work position
Event manager 4 4.0%
Food and Beverage 5.0%
manager
Front officer manager 10 10.0%
General Manager 18 18.0%
Housekeeping manager 8.0%
Human Resource 7.0%
manager
Restaurant manager 3 3.0%
Supervisor 45 45.0%

Table 1: Socio-demographic Characteristics of respondents
Source: Field work, 2016.
General issues

Table 2 shows percentage distribution of hotel locations, qual-
ity rating of hotels and the type of ownership. Overall about 88% of
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the hotels are located in the urban area of the Ga East Municipality
with about 9% and 3% are located in suburban and city centre re-
spectively. However, about 39% of the hotels are 2-star followed by
1-star hotel which was about 20%, 3-star, budget, and guest house
followed with 17%, 16% and 8% respectively. have ever heard of
FP. The table further shows that about 89% of the hotels in the Mu-
nicipality is independently owned with about 11% owned by chain.

Characteristics Frequency Percentage
Local of Hotel

Urban 88 88%
Suburban 9 9%
City centre 3 3%
Star Rating

Budget 16 16%
Guest House 8 8%
1-star 20 20%
2-star 39 39%
3-star 17 17%
Type of ownership

Chain 11 11%
Independent 89 89%

Table 2: General issues
Source: Field work, 2016.

Identify the various methods that hotels use to train their

employees

Table 3 presents the methods used in training hotel employees.
The table indicates that the main methods that hotel use to train
their employees are orientation training, job rotation and demon-
strations and examples (99%, 80% and 63% respectively). Also
mentoring and job assignment are also sometimes adopted (44%
and 38% respectively). Vestibule training, lecture and case study
were the lowest methods that hotels use to train employees (2%,
4% and 5% respectively).

Dimensions performance in the hotel

Table 4 shows that about 96% of respondents agreed hotels set
up achievable performance goals and hotels monitor employee’s
progress. Also, 98% of respondents agreed that hotels monitor the
use of its resources with 95% of respondents agreed that hotels
employees commit themselves to job performance. The survey also
revealed that 100% agreed that employees are trained to commu-
nicate effectively to their customers and 98% of the respondents

agreed that employees show services offered to guests or clients.

Impact of training on employee performance

Table 5 shows that all the respondents (100%) agreed that

training helps improve overall required skills. About 99%, 98 and
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Characteristics Yes (%) | No (%)
Orientation training 99 1
Apprentice training 7 93
Coaching or understudy 39 61
method
Mentoring 44 56
Job rotation 80 20
Job assignment 38 62
Distance and internet-based 30 70
training
Lectures and seminars 12 88
Vestibule training 98
Lecture 4 96
Demonstrations and 63 37
examples
Case study 5 95

Table 3: Showing methods use in the training hotel employees.

Source: Field work, 2016.

Employees
contribute in
training new staffs

10

10

90

90

Hotels rewards
employees for good
performance

96

96

This hotel punishes
employees who
deliberately violated
performance
standards

92

92

Table 4: Dimensions of employee performance.
Source: Fieldwork, 2016.

Effects of training
on employee
performance

Disagree
(SD+D)

Agree
(SA+A)

Frequency

%

Frequency

%

Training helps
improve overall
required skills

0

100

100

Disagree (SD+D)

Agree (SA+A)

Dimensions

Frequency

%

Frequency

%

Training motivates
employees to be more
committed towards
organizational goals

99

99

Hotels set up
achievable 4
performance goals

96

96

Training helps in
improving relation
with clients

98

98

Hotels monitors
individual employees 4
progress

96

96

Hotels monitors use
of its resources

98

98

Training helps the
organization to meet
and exceed their
expectations

97

97

Hotels enforces strict
discipline

93

93

Training also aids in
organizational devel-
opments

96

96

Employees commit
themselves to job 5
performance

95

95

Training has im-
proved general disci-
plinary level

93

93

Groups and teams
are rewarded for 10
good performance

10

90

90

Training has helped
attain team work and
group goals

94

94

Individual employees
are encouraged to
contribute towards 10
maintaining group
goals

10

90

90

Training has helped
in developing super-
visory

92

92

Employees are
trained to
communicate 0
effectively to the
customer

100

100

Training has helped
in developing leader-
ship

95

95

Training helps to set
organizational perfor-
mance goals

94

94

Employees show the
services offered to 2
guest or clients

98

98
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Table 5: Effect of training on employee performance.

Source: Fieldwork, 2016.
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97 of respondents also believed that training motivates employees
to be more committed towards organizational goals, training helps
in improving relation with clients and training helps the organi-
zation to meet and exceed their expectations respectively. How-
ever, about 92% and 93% of the respondents revealed training has
helped in developing supervisory and training improved general

disciplinary level respectively.

Discussions

The study assessed the effects of training on employee perfor-
mance in hotels in the Ga east Municipality of Ghana. A number
of studies have been conducted in parts of the world exploring
methods, dimensions and the impact of training on employee per-
formance. There are different methods used in training and the
method use depends on the type and purpose of training and the
method employed should achieve its purpose [19]. This study col-
lected information on the methods of training employees in hotels
and the findings reported that the three training methods most
commonly reported by employees of hotels in Ga East Municipality
were on orientation (99%), demonstration and examples (63%)
and mentoring (44%). In contrast to the findings of this study, a
study by Paez [20] found that the three training methods most
commonly reported by the employees were on the job-training
(97%), demonstrations (76%) and self-guided (56%). Also, Har-
rison [21] found on-the-job training to be one of the training meth-

ods most commonly used in the food service industry.

There are several dimensions of performance that are adopt-
ed to ensure job standard. The findings from this study revealed
that 98%, and 100% of the respondents believe that hotels should
monitor use of its resources, employees show the services offered
to guest or clients and employees are trained to communicate ef-
fectively to the customer respectively. These findings are affirmed
by Boella [22] that in the hotel industry, much of the staff’s work is
performed in direct contact with customers. Therefore, staff train-
ing is essential in many ways; it increases productivity and employ-
ees are armed with professional knowledge, experienced skills and
valid thoughts; staff training also motivates and inspires workers
by providing employees all needed information in work as well as

help them to recognize how important their job is.

Training touches the lives of employees from the first day of a
new job through retirement. It plays a vital role, improving perfor-
mance as well as increasing productivity, and eventually putting
hotels in the best position to face competition and stay at the top.
The findings that all the respondents believed that training helps
improve overall required skills required is confirmed by April
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(2010) asserted that training generates benefits for the employees
as well as for the organization by influencing employees’ perfor-
mance through the development of employees’ knowledge, skills,
ability, competencies, and behaviour. Hotels that are dedicated to
providing quality services invest in the training of its employees
[23].

Training helps improve relation with clients is in conformity
with the views of a study conducted by Swart., et al. [24] that elabo-
rate training as a means of dealing with skill deficits and perfor-
mance gaps as a way of improving employee performance. Since
hotel services are labour intensive and require contact between
employees and customers training is used to improve customer

service skills among employees.

Conclusion

The analysis of this study provides information on the methods
that hotels use to train their employees, the various dimensions
of employee performance and the impact of training on employ-
ee performance. The study revealed that the three most popular
methods of training were orientation, demonstration and exam-
ples, and mentoring in the study area. Respondents believe that
hotel employees are trained to communicate effectively with cli-
ents or customers, employees should show the services offered to
guest or clients and that hotels should monitor use of its resources.
It was also noted that respondents believed that training by hotels

improve their skills as well as relation with clients.

Recommendations

The study recommends that, management of hotels in the dis-
trict must take the training of their employees as one of their main
objectives considering the benefits it renders to both the employ-
ees and the hotels as a whole. That is, the training programmes
must be viewed as one of the key operational issues if the hotels
want to make head ways in the market or in the industry as a
whole. Also, managements of the hotels must train their employed
staffs no matter their professional qualification in order to assist
the employees to demonstrate professionalism in handling or deal-
ing with customers, since word of mouth in the industry is very

crucial to the hotels success and image.
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