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The macro-economic and social environment in the hospitality industry has since 2020 en-
tered into a phase of deep change. Changes have also influenced the circumstances 
where talent development takes place and how employees of the hospitality sector are be-
ing trained.  
 
Current study aims to develop a new public business training concept that considers the 
current needs of the Estonian hospitality sector in 2021. 
 
The public training phenomenon is supported by the social cognitive theory, which claims 
that human learning is strongly influenced by the social environment. Knowledge, skills and 
attitudes are gained by observing and sharing information with others. The fundamental 
framework of the research is based on the theory of 9 course design elements developed 
by Ralf St Clair. The study is in line with the principles of lifelong learning and adult learn-
ing in general.  
 
The research is conducted as qualitative research and utilizing the constructive research 
approach strategy. Empirical data is gathered by applying document analysis, focus group 
interview and survey as methods. Within the process of work, sample training model was 
designed and implemented to test the functionality of the developed concept. Timeframe 
felled into the period between January 2020 and April 2021.  
 
The key findings of the research are that engagement is the keyword supporting the adult 
learning process and thereby the development of problem-based and self-directed learn-
ing. The role of the context plays a significant role. Each context has elements that could 
be positively applied to serve the training goals. Hospitality sector is looking for interactive 
“study-bites” type of trainings where the online, classroom or hybrid format is selected de-
pending on the knowledge being enquired. It was found out that online training is not only 
the inevitable alternative but also provide valuable competencies to adapt to the future 
trends that all the hospitality field stakeholders will be facing.  
 
The findings of the research indicates that Clair’s 9 design element theory must be devel-
oped forth. Context as a training design element should be elaborated further to serve bet-
ter today’s adult learning and considering the digitalized learning opportunities available.  
 
The training concept developed during the research is relevant for the Estonian hospitality 
industry providing discussion and even feasible model how to train people in the new era 
when digital and online learning has settled to stay.   
 

Keywords 
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1 Introduction  

The year 2019 was a record one for the hospitality sector. The only threat came from the 

booming sharing economy, gaining more and more market share from the traditional lodg-

ing industry. So far all the business models were able to find clients and the main problem 

for the hoteliers was not related to the occupancy but how to find employees who would 

like to start and continue their career in the hospitality industry. The lack of labour force 

has been illustrating the challenges of the hotel business for the last couple of years. 

 

From a hospitality business training perspective in 2019 Estonia was not flourishing. The 

investment made into the staff was not paying back due to high staff turnover and the con-

stant lack of workforce did not allow to send people to trainings as the missing person in 

the shift had to be replaced. Training funds were re-allocated to cover the rapidly rising 

salary demand. Despite the fact that hotel leaders talk about the need for professional 

hospitality related trainings the training business was slow causing many hospitality-ori-

ented training companies to stop providing traditional training services.  

 

As we know now, at the outset of the high season of 2021, summer of 2020 was the last 

breath for several hotel properties because the tourism industry has been hit hardest of all 

by the COVID crises. Estonian borders were closed in March 2020 and stayed closed for 

the next 4 months. In July 2020 when the borders were officially open again, still including 

restrictions and hesitation, the number of foreign visitors dropped catastrophically com-

pared to 2019. We may say that the COVID-19 pandemic finally solved the problem of de-

ficient labour force, but this solution caused enormous suffering, if not the end of the busi-

ness for many hospitality operators.  

 

The circumstances illustrated above provide the background to my research which among 

other issues aims to tackle the above-mentioned staff-related challenge. The focus of the 

study is partly related to stopping the unwelcome high labour turnover taking place in the 

hotels. Training provides self-development opportunity to the employee by increasing 

work satisfaction, motivation and loyalty, which in turn leads to a longer and more stable 

career path in the company.  

 

The goal of the study is to develop a new public business training concept, which creates 

value for the customer. The customer in this context is not only a physical participant in 

the training but also a company purchasing the training to one’s employee and therefore 

perceives it as an investment that should eventually pay off. Without deliberately avoiding 

the marketing aspects, the study primarily focuses on the content of the training as such.  
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Research questions aimed to answered by the study are: 

− what do the Estonian hospitality companies value in public training?  

− what do the participants value in public training? 

− what would be the most suitable public training concept to meet the needs of to-
days’ Estonian hospitality sector? 

 

The long term objective of the study is to serve the Estonian hospitality sector by develop-

ing a fundamental educational product that any of the hospitality educational institutions 

could provide to its customers.   

 

A significant aspect accompanying the thesis is related to the enormous difference be-

tween the macro-economic circumstances impacting the hospitality industry in the begin-

ning and during the finalizing stage of the study as the timeframe of the study falls into the 

most challenging and uncertain period within the last 30 years of hospitality in Estonia.   

 

The thesis begins with the literature review on the adult learning theories in chapter 2. The 

definitions and other elements which are seen as important when conducting professional 

business training are discussed. In addition to that, the topic of public training as a form of 

educating employees in a company is elaborated. At the end of the chapter the training 

design theory which sets the fundamental framework for the study regarding the process 

of collecting and analysing the empirical data is introduced. In the 3rd chapter an insight 

into the business training scenery in the Estonian hospitality sector is provided. In chapter 

4 the execution of the research is presented describing the methodology and methods 

used for collecting and analysing the empirical data. The research is conducted by using 

the constructive research approach combining methods like document analysis, focus 

group interviews and surveys to gather empirical data. Also, the process of study is en-

folded, presenting the different stages and tasks that must be completed to reach the final 

study goal. The results of the study are presented in chapter 5 and the final part of the 

study is dedicated to discussions and conclusions.   

 

The study approach used for the project is new and there are no similar earlier researches 

done concerning building a new training concept. Successful implementation of the cur-

rent study may encourage others to experiment with such an approach as well.  

 

The inspiration for selecting the development of a new training concept comes from the 

fact that the Author has been professionally linked to adult learning topic for nearly 15 

years - at first working in the hotels and continuing later on in the hospitality education 

sector. While developing hospitality related training concepts in Tallinn under the supervi-

sion of Haaga-Helia the public training concept called Hospitality Insiders Club (HIC) was 
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used among other methods and it became the most popular product in the portfolio of 

Haaga-Helia in Estonia. This concept had been created already years ago in Finland, 

however in Estonia the concept was developed further to turn it into a popular knowledge 

sharing pool attracting many young hospitality leaders in Estonia. Being one of the main 

organizing team members, the inspirational ambience of the gatherings encouraged the 

Author to start learning more about the essence of collaboration and knowledge sharing 

elements of a public training format. The Author experienced, that a successful learning 

process for the adults could contain inspirational self-development and lots of engage-

ment but at the same time still provide practical outcome for the participant and one’s em-

ployer. The Author became intrigued how to include the same kind of excitement into the 

serious traditional learning process.  

 

The second reason for selecting the topic is related to the desire to capture the heritage 

created through the operations of Haaga-Helia Estonian branch in 2015 – 2019. In total 

Haaga-Helia organized in Estonia 24 open short courses, 9 tailor-made courses, 4 semi-

nars, 2 online webinars, 1 consultation project and 15 Hospitality Insiders Club events. 

Under the label of Haaga-Helia Hospitality Competence Centre in Estonia many hospital-

ity professionals and educators have significantly contributed to the Estonian hospitality 

education and training landscape, popularizing the hotelier’s profession and Haaga-Helia 

brand in the local hospitality community.  
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2 Adult learning  

In this chapter adult learning will be discussed more profoundly. First, important terminol-

ogy is presented. Secondly, different learning theories are introduced, and lifelong learn-

ing is being described. After that public training format as such is elaborated. Finally, one 

of the theories of designing the course will be introduced which I have decided to take as 

the framework for my study 

 

In the academic world, the term andragogy is widely used when discussing adult learning, 

in contrast to pedagogy which is a child-focused teaching approach. The concept was re-

captured by US educators Eduard Lindeman and Eugen Rosenstock-Huessy who used 

the concept of andragogy to explain their philosophy and teaching methods specific to 

adults (Educational Technology 2020). As I am using a constructive research approach 

that is more related to research-based development work I try to use less academic and 

more practical terminology throughout the study.   

 

According to Rothwell (Rothwell 2020, preface) discussion on adult learning should start 

identifying what is an adult learner. He adds that usually, the term implies a person who 

engages in learning beyond the traditional age of school attendance. Certainly, the term 

gives more options for interpretation.  

 

Merriam in his book “Adult learning. Linking theory and practices” (Merriam 2014, 11) 

states that more important than defining the “adult” is the question of how adult learning 

differs from children’s’ regarding the process. First, when for the children the school is a 

“full-time job” then adults have many other roles and responsibilities in life outside the 

training. They are parallelly caretaker, worker and citizen. Training is just part of their fo-

cus object. The second dimension to consider is that every adult participating in the train-

ing brings along a very different experience package. In one hand the different experience 

makes the learning transfer more challenging for the educator while coping with different 

thresholds. On the other hand, all these experiences together form a rich resource for 

learning that the professional educator could turn to one’s advantage. The third aspect 

Merriam points out is related to the motivation of learning. As the learning is voluntary 

each person has their own motivation to participate. In principle, adults join to improve 

their situation in adult life whether it’s related to work, personal (health, family issues) rea-

sons or community-driven factors. (Merriam 2014, 13.)   
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At this point, it is reasonable to describe other terminology related to adult learning in 

companies. As Rothwell (Rothwell 2020, 1) claims there are three combined but still differ-

ent concepts that can be easily mixed. The word training means doing something for oth-

ers. The idea is to change individuals so that they can get better work results the sooner 

the better. Training is a rather short and individually oriented change strategy considered 

to improve an employee’s work performance. Talent development is the activity on the or-

ganizational level to facilitate the learning process through creating an environment where 

people desire to learn by providing essential resources to assist in learning and by posing 

questions to encourage learners to search out their own answers. Finally, learning is 

something that individuals do on their own. Rothwell calls it a “pull” strategy as the learn-

ers pull knowledge, skills and attitudes from others so that they can be successful. Learn-

ing is the acquisition of many characteristics: knowledge, skills and attitudes including val-

ues, ethics, behaviours, preferences etc. Learning takes place across the lifespan. 

(Rotthwell 2020, 1.) 

 

As for centuries philosophers debated on the nature of knowledge and what it meant to 

know, it was not until the late 19th century that learning was systematically investigated 

“scientifically” by psychologists (Merriam 2014, 25). Merriam introduces 5 traditional learn-

ing theories: 

− Behaviourism – learning is a change in behaviour. Main assumption is that hu-
man behaviour is the result of the arrangements of particular stimuli in the environ-
ment. If this behaviour is reinforced or rewarded, it is likely to continue; if not it is 
likely to disappear (Merriam 2014, 26).  

− Humanism – learning is about the development of the person. The founding as-
sumption is that human beings have the potential for growth and development and 
that people are free to make choices and determine their behaviour, learning is 
about the development of a person (Merriam 2014, 29). 

− Cognitivism - learning is a mental process. In addition to patterns of mind, the fol-
lowers focus on insight (the moment when a solution to a problem becomes clear), 
information processing, problem solving, memory and the brain (Merriam 2014, 
32). 

− Social cognitive theory – learning is social and context bound. The main as-
sumption is that since much human learning happens in a social environment peo-
ple gain knowledge, rules, skills, strategies, beliefs and attitudes by observing oth-
ers (Merriam 2014, 35). 

− Constructivism – learning is creating meaning from experience. The founding as-
sumption is that learning is how people make sense of their experience and learn-
ing is the construction of meaning from experience (Merriam 2014, 36). 

 

Described theories can be summarized with the thoughts of Clair who claims that none of 

these philosophies is inherently better or worse than another, but they do establish a prin-

cipal part of the worldview of an educator whose role is to facilitate the learning process  

(Clair 2015, 13).   
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2.1 Lifelong learning 

It is not a surprise that that most of what we do in the work lie has something to do with 

learning. Rothwell states that in order to explore opportunities and solve problems in to-

day’s fact-paced, dynamic, knowledge-based business world where everything can 

change all at once, workers must use their heads and not (as in the agricultural or indus-

trial age) their hands (Rothwell 2020, 1). Information age means that people are dedicat-

ing most of their time to acquiring, analysing and using the information in their everyday 

work. Mostly it means they must learn to solve practical work-related problems and the 

faster the better. Employers want them to be innovative and find quick and creative solu-

tions to the challenges of the nowadays world. There is no sharp division anymore be-

tween the world of formal schooling and the world of work. Lifelong learning and therefore 

lifelong education have become a reality.  

 

Talking about lifelong learning it’s important to describe learning settings, where continu-

ous knowledge acquiring takes place (Merriam 2014, 16). The European Union has devel-

oped a clear definition of the three different levels of formality in learning:  

− Formal learning consists of learning happening in an organized and structured 
context (formal education, in-company training) and that is designed for learning. It 
leads to formal recognition as a diploma or certificate. 

− Non-formal learning consists of learning which is embedded in planned activities 
that are not particularly designated as learning but contains important learning ele-
ments. Examples are a professional club or other voluntary and socially responsi-
ble types of gatherings.   

− Informal learning is defined as learning resulting from daily life activities linked to 
work, family or leisure. It is often seen as experiential or accidental learning. It 
does not have a structure in terms of learning objectives, learning time and/or 
learning support.  

(Clair 2015, 56-57.)   
 

Based on the outcomes of the learning settings listed above every person builds their own 

learning career. Clair states that a learning career is something that emphasizes the conti-

nuity of learning activity through a person’s life, rather than dividing it into initial education, 

work-based training and individual study. Everyone’s learning career is different, and it im-

pacts the way learner is capable to be engaged with. In the training context by giving a 

chance to recognize each individual’s learning career through discussion, helps them to 

open up and bring their experiences and skills into the shared knowledge reservoir. That 

has a huge opportunity to affect positively group engagement. (Clair 2015, 35.) 

 

Self-directed learning (SDL) is another feature heavily connected to learning career and 

supports the concept of adult learning. According to Merriam (2014, 62) the heart of the 

SDL is the conception that the learner takes responsibility for his or her own learning and 
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which means that the learner decides what, when and how to learn. The opportunity to be 

a self-directed learner has grown together with the overall digitalization trend. Especially 

after the covid pandemic outbreak the amount of online learning has grown (OECD.org 

2020). Referencing the study conducted by the European Commission (Ala-Mutka 2010, 

65) on understanding the computer-mediated communication (CMC) technologies, can be 

stated that online trainings, networks and communities support strongly lifelong learning, 

including new skill development and personal growth.   

 

2.2 Public training as a form of educating company’s employees 

As the study is focusing particularly on the public training concept then in this chapter I en-

fold the pros and cons related to this format. Companies usually develop their employees 

by using internal or external trainings. Internal or so-called in-house trainings are carried 

out by the employees within company, using internal recourses. External trainings are out-

sourced from training companies or freelance experts. Public trainings are classified as 

external trainings. (Proffitt 2018.) 

 

Public training concept is a widely used concept of training adults. It is empowered by the 

social cognitive theory stating that learning is social and context bound. The main as-

sumption is that since much human learning happens in a social environment people gain 

knowledge, rules, skills, strategies, beliefs, and attitudes by observing others (Merriam 

2014, 35). 

 

Public training traditionally refers to a classroom or online training that is held on a sched-

uled basis, where anyone from the public or any organisation interested can register. Ac-

cording to Clews (Clews 2015) participants must only meet the qualification requirements 

set by the training company and must pay the participation fee.  

 

Based on Optimus learning blog there are several advantages of external public trainings 

over an in-house training for a company (Optimus learning 2013): 

− Less administration - all the operational matters like training location, catering, 
trainer and training equipment is arranged by the training company.  

− External networking – there are participants from different companies and it 
gives the opportunity to make new professional contacts, share the experiences, 
best practices and provide alternative approaches to participants own views. It 
gives an extra value for the learner apart from the knowledge gained directly from 
the trainer. 

− Lack of distraction – pulling people out from their regular work location gives 
them a fresh perspective and remote angle to evaluate their everyday work pro-
cesses. What happens physically at workplace cannot affect nor disturb them, 
which would not be the case otherwise. 

(Optimus learning 2013.) 
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Clews adds one more beneficial aspect that is cost-efficiency. Public training may often 

focus on very specific knowledge, which does not require the whole team to participate. 

Sending just one person to the training makes sure that new information is engaged to the 

team through the one who participated in the training (Clews 2015).    

 

As every solution has advantages public training format also includes disadvantages and 

following I bring out the most important of them: 

− Risk of cancellation – public courses involve always the risk that if the critical 
number of participants is not reached, then training must be cancelled. Laying all 
the bet to that one training may eliminate the chance to gain the knowledge after 
all.  

− Generalized approach – in public training participants are coming from different 
fields or at least from different companies. Their background knowledge and expe-
riences may vary significantly and so does the starting point of learning. It chal-
lenges the trainer to teach the content in a style that would please all the partici-
pants. For some people, it’s too easy and for some too complicated. 

(Optimus learning 2013.) 
 

Clews adds one more challenging aspect related to the public training format which is high 

cost and lack of confidentiality. Due to the public nature of the training, participants find it 

difficult to share their company’s very specific information and challenges. This way trainer 

cannot focus fully on solutions that participants came to obtain to the course. Secondly, if 

the whole team needs the training, then public training may turn out to be much more ex-

pensive than having internally tailor-made in-house training. (Clews 2015.) 

 

To summarize the paragraph of advantages and disadvantages of public trainings then 

from the company’s perspective it’s worth to consider sending employees to the public 

training when: 

− One or few people need to upgrade their knowledge in some specific areas. 
− Team is small and bringing the trainer to in-house cost more than sending the 

whole team outside to participate in public training. 
− Not the whole team can be in the classroom at the same time and its more cost-

effective to train the partial team using different public trainings available. 
− Company would like to benchmark or share the best practices of the other similar 

and competitive enterprises in the field.  
 

2.3 Designing the training for an adult  

As the goal of the thesis is to develop a new public business training format, I need the 

theory to build the framework for the research. It should support me later in developing the 

final training concept model. 
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Ralf St Clair in his book “Creating Courses for Adults. Design for Learning“ presents the 

framework that supports the educator in designing any course no matter the subject. As 

he claims it’s the guideline to help trainers in the preparations to build up the training con-

cept that meets eventually the need of a customer (Clair 2015, 188).   

 

When talking about training design Clair makes the comparison with product design dy-

namics. Clair refers to Dieter Rams 10 product design concept, which he modifies to make 

it more suitable for educational needs (Clair 2015, 16). Clair summarizes that good design 

of an educational product must be: innovative; useful by having practical value; aesthetic; 

understandable; unobtrusive being straight to the point; sincere and avoiding overpromis-

ing; long-lasting; thorough down to the last detail; environmentally friendly; and finally hav-

ing as little design as possible (San Francisco Museum of Modern Art, 2011. In Clair 

2015, 15-17). 

 

Next, Clair presents the instrument that would support the process of reaching the above-

mentioned characteristics of a good educational product. In the centre of his theory lays 

the framework that pictures the most important aspects of any sort of teaching design. It 

consists of 9 elements that form the backbone of the frame. The level of professionalism 

each element is handled by the educator also determines the success of the whole design 

object, which in this case is any sort of educative training or course. The borders of the el-

ements are vague and as much as they are described separately, they also have strong 

links between each other. Only combining the elements in appropriate balance provides a 

successful result (Clair 2015, 184). Figure 1 pictures the framework of the 9 course design 

elements that Clair himself calls “Book in the box”.  

 

 

Figure 1. Clair’s 9 course design elements, modification of the original figure (Clair 2015, 

13.) 
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Under each design element can be seen certain aspect that must be considered when 

starting to build a new course. Clair claims that the framework is applicable no matter if 

the educator is planning micro training, one-day training or many month-lasting course. 

These elements are relevant to any sort of learning.  

Following the summarized introduction of each design element together with the descrip-

tions of the characteristics they embed: 

− Educator is focusing on the person facilitating the training considering the skills, 
attitude and expertise that is needed for implementing the course.  

− Learners is focusing on the feelings and emotions that the participant experiences 
during the course including a feeling of being engaged in the learning process. 

− Context focuses on the settings the training takes place including co-participants, 
quality of the training facility and overall features of the course environment.  

− Aims is focusing on training topic related aspects to make sure that the course is 
providing the knowledge on subjects that the participants had expected when 
reading the training description before deciding to join.  

− Resources of Learning concentrates on tangible and intangible means that are 
available to support the learning process of the training and that can be maintained 
within the preparations. In most cases, it’s related to time and materials available 
to carry the course.  

− Methods is focusing on means and technics which could be applied within the 
training process and that would support the overall learning experience.  

− Learners Input concentrates on the learner’s contribution to the process of 
course. Mostly connected to the evaluation process where learners can influence 
the advancement of the course.  

− Demonstrating Learning is focusing on the aspects related to the assessment of 
participant’s performance.  

− Learning Transfer concentrates on improving the level of practicality and feasibil-
ity of the knowledge the participant gains during the course. 

(Clair 2015, 184.) 
 

All these design elements described above form the theoretical framework for my further 

research. The research process and results will be presented later in chapter 4 and 5. 
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3 Training hospitality sector in Estonia 

The situation in hospitality 2019 and the beginning of 2021 is very different. It’s the 

timeframe the study covers. Therefore, it is reasonable to give an overview on what has 

occurred in hospitality sector during this period. 

 

Tourism played an important role in Estonia's overall economic development, as the tour-

ism market is closely linked to other sectors of the economy. Together with indirect im-

pact, the share of tourism in Estonia's GDP and employment was in 2018 about 8 per cent 

and tourism made a significant contribution to export earnings. (Ministry of Economic Af-

fairs and Communication 2019.)  

 

2019 was a successful year for the tourism industry in Estonia. Overnights by foreign tour-

ists reached a new record for the 4th consecutive year with 4.38 million and overnights by 

domestic tourists for the 7th consecutive year with 2,59 million. The overall growth was 

+5,1%. Of the foreign markets, the biggest increase was from Latvia, Ukraine, Germany, 

Lithuania and Russia. The biggest drop was related to Finnish tourism -1,8%. Degrease of 

Finnish tourists was the biggest risk that local tourism authorities saw but as the gap was 

replaced by tourist from other markets like Latvia and Germany there was not a big con-

cern yet. (Visit Estonia 2020.) 

 

2020 was a totally different year and is written to history as the beginning of the COVID-19 

pandemic. The year started according to the expectations.  First 2 months of 2020, foreign 

overnights in Estonia reached a new record and the main markets Finland and Russia 

were showing new peaks.  However, according to Visit Estonia, the drop in overnights 

stays in Estonia was 47% compared to the year 2019. The number of overnights of for-

eign tourists in Estonia was 1,4 million which was 68% down compared to the year 2019. 

The amount of overnights had been so low last time 1999 when there were 1,3 million 

overnights In mid-March to mid-May there was almost total shutdown in international tour-

ism and the only tourists at that time came from neighbouring countries Latvia, Lithuania 

and Finland but the amount of tourists was very small. In May and in June the recovery 

was very slow, demand picked up in July and August. But September 2020 due to the in-

creased COVID-19 cases travel restrictions were gradually restored again, leading to the 

catastrophic numbers mentioned before (Visit Estonia 2020).  

 

In March 2021, 81% of foreign tourists and 66% of their overnight stays were less than in 

March of the previous year. 93% fewer visitors came to Estonia from Russia, 92% from 

Finland and 71% from Latvia (Statistikaamet 2021). 
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3.1 Estonian hospitality sector from employability and training perspective 

In the following chapter, I will discuss the hospitality sector from a training perspective 

based on the future workforce and skills forecasting programme named OSKA carried out 

by the Estonian Qualifications Authority that aims to better link learning to the needs of the 

labour market. The results of the analysis and forecasting of labour market needs will pro-

vide input to the qualification and career counselling system, curriculum development of 

educational institutions and various agencies that finance study activities. (OSKA 2018.) 

 

In 2018 i.e. pre COVID period the OSKA forecast indicated that the sector's labour needs 

are strongly influenced by seasonality and regional differences. While the incomes in-

creased, the demand for both domestic and foreign tourism in Estonia was increasing, 

and due to the increase in the number of overnight foreign tourists, there was an increase 

in export revenues. The tourism and tax policy that had a positive impact on the develop-

ment of the sector, enabled to develop transport connections that increased the number of 

tourists, reduce seasonality and regional disparities. The high labour turnover in the sector 

was explained with the specifics of the sector, such as irregular working hours, more fre-

quent short-term contracts (incl. job offers) and part-time work, seasonality of work, low 

wages, the high proportion of young people in employment. (Ibid) 

 

Although Estonia is one of the top countries in Europe in terms of the level of education of 

the population, and the share of adults (25–64 years old) without special and vocational 

education has gradually decreased year by year, the number of people without profes-

sional education is still high. (Savisto 2020, 6.) 

 

In many core professions of the tourism and hospitality sector, it is possible to work with-

out any professional education, by just having appropriate attitudes, general skills and on 

top of that a willingness to serve and learn. Therefore, the field of hospitality is suitable for 

young people to enter the labour market, for the elderly, and some of the main occupa-

tions in the sub-sector of accommodation and catering are also suitable for people with 

special needs. For the employers, finding employees was the biggest problem in the pre- 

Covid period. The number of training offers exceeded the need for new labour, but em-

ployers still felt a great shortage of labour. Acute labour shortage was felt among the ser-

vice workers, especially chefs, waiters and administrators and finding only unskilled work-

ers especially e.g. catering workers. (OSKA 2018.) 

 

The gap between the perceived labour shortage of employers and the numerical compari-

son of labour demand and training supply indicates a market failure i.e. a situation where 



 

 

13 

the recruitment difficulties of companies are not due to insufficient training provision but to 

the combined effect of the specifics of the field and the economic cycle. Due to this, grad-

uates do not enter a professional job or stay there for a short time. As it was difficult to find 

workers for low-paid jobs within a context of low unemployment rates, the employers had 

to value, motivate and retain workers by providing them with suitable working conditions, 

training and career opportunities and other added value, and by recognizing skilled work-

ers. (Ibid) 

 

The COVID-19 pandemic has wreaked huge damage on the hospitality industry over the 

past year, with new strains of the virus creating additional threats at the turn of the dec-

ade. Where hotels have been able to stay open, they have had to adapt quickly to new 

regulations, redesigning spaces and enhancing cleaning to keep guests and staff safe, all 

the while trying to keep a revenue stream through different initiatives. (Brandler 2021, 40.) 

 

The dramatic change situation in the Estonian hospitality sector will be discussed based 

on the OSKA 2020 workforce and skills report. Due to the virus wave and restrictions aris-

ing from lockdown, the turnover of companies decreased by 18% year-on-year in the sec-

ond quarter and by 10% in the third quarter. (Rosenblad & al. 2020.) 

 

Employment fell sharply in the second quarter of 2020 during the state of lockdown pe-

riod, but compared to the decline in sales revenue, the decline remained more modest 

due to State support measures. In the second and third quarters, the annual comparison 

was 4%, i.e. 25,000 fewer people employed Employment also decreased in winter. In 

comparison with the European Union, the Estonian labour market's response to the crisis 

in 2020 was one of the strongest. At the end of November 2020, the Unemployment Insur-

ance Fund registered more than 50,000 unemployed. 

 

The employment of young people suffered the most. As the activities in which young peo-

ple are employed are also under the longer-term impact of the viral crisis, this may leave a 

mark on the beginning of the working life of the younger generation. (Ibid) 

 

From the perspective of economic recovery and long-term development (up to 10 years), 

digital skills and automation (including machine learning and artificial intelligence), the 

green revolution, the growing share of teleworking, changing global supply chains and the 

importance of protecting workers' physical and mental health are most important. The viral 

crisis strongly accelerated these developments. Employment in various activities is also 

affected by restrictions on movement due to the viral crisis (which have a negative impact 
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on exports and the free movement of workers), distance requirements and growing wealth 

inequalities. (Rosenblad & al. 2020) 

 

Adult retraining provides an opportunity to support digitization both at the sectoral and in-

dividual level. The COVID-19 crisis has led to an explosive increase in the training needs 

of employees. There was an increasing need for in-house training and on-the-job training. 

Participation in e-trainings and virtual seminars increased. There was no public trainings 

organized at that period of time.  

 

From Mach till May 2020 the business training providers turnover decreased by about 

70%. Contact learning was replaced by virtual learning, but it was not possible to imple-

ment e-learning on all topics, such as teamwork and management training. Currently, 

learning takes place in both contact and online learning, with hybrid training as a growing 

trend. The organization of hybrid training requires special technical preparation and an 

elaborated methodological approach. (Kaelep, Krunsell, Viia & Leoma 2020.) 

 

3.2 Training options available for the hospitality sector in Estonia  

In this chapter, I will focus on accommodation, catering and tourism developments during 

the aforementioned period. 

 

In 2018 the OSKA's survey (OSKA 2018) predicted that the number of employed in the 

main occupations of the hospitality field as a whole would not change significantly, modest 

growth was forecasted for service employees. At the end of 2020, the situation has 

changed (Rosenblad & al. 2020). It is difficult to predict what changes will take place in the 

field. The tourism sector is likely to recover more slowly from the crisis than other sectors. 

There will certainly be less travel in the coming years. Also, the target groups and cus-

tomer expectations will change. For at least some time, the number of employees in the 

field is much smaller than before. More permanent changes can also be expected. Direct 

contact with service providers is likely to decrease and more technological solutions will 

be introduced, including self-service e.g. the need for administrators may decrease and 

the classic reception service will remain in large and high-quality accommodation estab-

lishments. The share of table service in catering may decrease as well. The risk area for 

the development of the sector is if, at the end of the crisis, it has not been possible to 

maintain competence in the field, which may lead to a situation where it is not possible to 

recover quickly enough to compete with other countries. This leads to a smaller number of 

employees in the long run. On the other hand, learning from the crisis and rapid adapta-
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tion can be an opportunity for development in the field, supporting, for example, digitalisa-

tion, the green revolution and Estonia's image of a safe and clean e-state. (Rosenblad & 

al. 2020.)  

 

Estonia's Lifelong Learning Strategy 2020 already emphasized the need for more efficient 

and effective application of modern digital technologies in learning and teaching, to im-

prove the digital skills of the entire population and ensure access to the new generation of 

digital infrastructure (Eesti elukestva õppe strateegia 2020, 5). Education strategy for the 

period 2021 - 2035 emphasizes the importance of smart teaching materials and methodol-

ogies to help to learn and teach in an engaging and effective way, and to give and receive 

immediate substantive feedback. (Haridusvaldkonna arengukava 2021- 2035 2020, 16.) 

 

The remaining employees in the hospitality sector often perform various tasks, which re-

quires the employee to be multifunctional and have a wide range of knowledge and skills. 

Hygiene is a very important and natural part of the service which must be further and 

clearly communicated to the customer. Awareness of the expectations of different target 

groups, the ability to develop a customer-centric service and to develop and offer digital 

solutions and products are becoming increasingly important. Short-term restrictions cur-

rently have a direct impact on the development of the sector and are therefore at the fore-

front (Rosenblad & al. 2020). Looking at the total number of institutions (here the term in-

stitution is the  general sense and includes a variety of forms of enterprise, company and 

employer) in Estonia, the highest remuneration was received for accommodation and in 

the catering sector, where almost half of the institutions received compensation (Eesti 

Töötukassa 2021, 4.). Summing up, due to that, the sector is waiting for the opening of 

borders, the resumption of international travel and the end of restrictions in the first place 

(Rosenblad & al. 2020). 

 

In the long run, the development of the field needs to support digital development and the 

green revolution. In the hospitality sector, much attention has always been paid to health 

and hygiene in the field. Consumer expectations are closely linked to green and health is-

sues. (Rosenblad & al. 2020.) 

 

International travel, which has been essentially absent in the meantime, is likely to re-

cover, but there may have been changes in attitudes, such as the strong replacement of 

business travel and conference tourism with web meetings, on top of that a decline in 

mass tourism (Rosenblad & al. 2020). The tourism sector needs to retain its know-how 

and a critical mass of skilled workers to recover from the crisis and to return to interna-
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tional competition as soon as possible after the crisis (Rosenblad & al. 2020). Disregard-

ing the development of technologies and innovations, customer-driven and service-ori-

ented employees are required for high-quality service experiences (Grönroos 2016, 406.). 

 

Concerning the training sector, the provision of services that meet new needs, including 

helping companies to make a wider and more systematic transition to digital services, 

plays an important role in the sector's recovery. Making digital learning commonplace, ex-

pands the market and export opportunities but increases inequalities. With the Green 

Turn, the need for engineering consultation is growing. (Arenguseire Keskus 2020, 28.) 

 

Design thinking and service design have become important from both a customer and 

company-centric perspective, containing information on hygiene restrictions as a natural 

part of the service to the consumer and also to workers. There is no doubt that better 

knowledge and skills are needed for the substantive and technical organization of virtual 

events. Employers have pointed out that labour law needs to be modernized and given 

more flexibility to adapt to changing forms of work (Rosenblad & al. 2020). As an example 

of good practice, the Ministry of Social Affairs signed a goodwill agreement with the social 

partners to pilot the use of variable hour contracts in the retail sector on 7 April 2021. The 

variable-hour contracts should lead to a reduction in the conclusion of debt agreements in 

a sector that has so far been used to increase workers' working time flexibility (Ministry of 

Social Affairs 2021). The goodwill agreement is a pilot project to test the performance for 

using it also in other sectors. 

 

Quick adaption for a change highlights the need for extra learning opportunities. In difficult 

conditions, it is very important to keep the motivation of the remaining employees. Man-

agement competencies and risk management, teamwork and cooperation are important. 

Trust and working towards a common goal are important. Adaption could be supported 

with short “study bites” type of learning opportunities (Rosenblad & al. 2020). The trainer’s 

professional qualifications, practical experience as well as the awareness of how learning 

takes place, and the ability to support learning, play a key role in good training (Kumpas-

Lenk & al 2020, 7).  
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4 Execution of the research 

In this chapter I describe the methodology and research process of the study. I first ex-

plain the process of choosing the methodology and then specify the actual research pro-

cess. I will then discuss the data analysis, transparency, validity and reliability, and even-

tually the limitations of the study. The last part is dedicated to ethical discussions of the 

study. 

 

The final goal of the study is to develop a new public business training concept, which cre-

ates value for the customer. A sustainably growing organization is characterized by com-

petent and motivated employees combined with the environment providing opportunities 

for self-development (Joutsenkunnas & Heikurainen 1996, 81). As previously mentioned, 

the hospitality sector staff turnover in 2019 is very high and by providing continuous self-

development opportunities to the employee would increase their willingness to stay in the 

company. The value of human capital in the organization grows. The amount may differ, 

but every budget includes the line dedicated to training the employees. Hospitality leaders 

are aware of the extreme need for good training and would be ready to invest the re-

sources if they see practical benefit coming out of it.  

 

There are three primary research questions in this study. First, I want to know what do the 

Estonian hospitality companies value in public training. Secondly, what do the participants 

value in public training? Third, what would be the best public training format to meet the 

needs of today’s Estonian hospitality sector?  

 

When I was planning the study I had Haaga-Helia in a commissioner role but as Haaga-

Helia left the Estonian market in the end of 2019 and my contract with Haaga-Helia ended 

as well, then I decided not to have a direct commissioner in the project anymore. Instead, 

I have been involving the Estonian hospitality network leaded by Estonian Hotels and 

Restaurants Association (EHRA) authorities and members supporting the project imple-

mentation with their informational input. They have shown the interest in the outcome of 

the project hoping to use it in the future in their planning process.  

 

4.1 Constructive research 

All studies can be divided into qualitative and quantitative ones. When quantitative re-

searches includes the collection and analysis of numerical data then qualitative re-

searches are more about information in forms of words, images and sounds (Veal 2011, 

34). Studies can be also divided between scientific research and social science research. 
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Social science research differs from the physical or natural science in that it studies peo-

ple and their social behaviour, and human beings are always less predictable than non-

human phenomena (Veal 2011, 5). Thus, the study can be defined as a qualitative social 

science research.  

 

As the research is often connected to development and research with a practical outcome 

is called development work, I consider the study as a form of research-based develop-

ment work (RDW). It differs somewhat from the traditional scientific research model. RDW 

is mostly used for development works in organizations and is more directed to solve spe-

cific problems companies come across in their operation (Ojasalo & al. 2015, 17). This 

study is not linked firmly with one company, however the fundamental empirical data used 

tor the development work is sourced from one company – Haaga-Helia Balti OÜ.  

 

Any research-based development work (no matter the approach) is ether problem-based 

or renewal-based (Ojasalo & al. 2015, 65.) The research-based development work in-

cludes solving problems, generating and carrying out new ideas, but also producing new 

practices or products (Ojasalo & al. 2015, 19). I classify my study as a renewal-based de-

velopment work since the aim is related to search something new. However, in a way my 

study can be seen also from the problem-based perspective as the renewal initiative is 

driven by the occurring problem with high labour turnover and declining participation num-

bers of the trainings provided by Haaga-Helia at the time.  

 

My ultimate development task is to create new public business training concept. After sev-

eral discussions with my thesis supervisor I decided to use the constructive research as 

an approach for the thesis. Constructive research approach is used when the goal is to 

solve certain problem by creating a new practical construction, whether it’s a product, a 

handbook, a model, a method, or a plan (Ojasalo & al. 2015, 66.).  

 

Constructive research traditional process is described in detail in the book “Kehittämistyön 

menetelmat” and illustrated in the Figure 2 below.  
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Figure 2. Constructive research process (Ojasalo & al. 2015, 67)  

 

Three important aspects that the constructive research approach includes are: 

− Direct linkage between the practical problem and its solution to theoretical 
knowledge. 

− The solution proves functioning at its best also elsewhere than only in the target 
organization.  

− Interaction and communication between those who benefit and those who conduct 
the research.  

(Ojasalo & al. 2015, 67- 68.) 
 

Additionally, should be emphasized the inclusion of a collaboration aspect in any con-

structive research projects (Ojasalo & al. 2015, 68.). The latter aspect is considered in my 

study by involving a professional trainer to the creation and implementation process of the 

new training format. I also made cooperation with representatives of the human resource 

experts and other hospitality industry leaders in Estonia.  

 

One of the important aspect related to constructive research is the functionality of the de-

veloped solution. As Lukka states in his work that constructive research approach adds 

the notion of truth advocated by pragmatism fundamentally arguing “what works is true” 

(Lukka 2003, 92). There are three different level market tests that the developed model 

should pass in order to approve it’s functionality. The weakest market test is passed when 

the solution functions in the target organization. The medium level market test demands 

that several organizations find this solution feasible. Finally, the strong test demands al-

ready success comparison between the company who used the solution and correspond-

ing company that have not implemented this solution. In practice the functionality of the 

solution can sometimes be evaluated later and is not included to the reports of the con-

structive research (Ojasalo & al. 2015, 68.). 
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Frome the methodological perspective there are 3 stages in the study: 

− Feedback of the participants of Haaga-Helia short courses in year 2015 -2019 are 
analysed by using document analysis method.  

− Group discussion with hospitality company HR leaders is conducted using focus 
group interview method.  

− Survey conducted among the participants one day after the test training using the 
survey method.  

 

Following I introduce the methods used. The methods used in qualitative research for col-

lecting empirical data are observation, informal and semi-structured interviewing and text 

analysis (Veal 2011, 35). Toumi & Sarajärvi (2013, 71) add that these methods can be 

used alternatively, applying only some or all of these methods.  

 

Constructive research approach does not restrict any methods. Contrary, it encourages to 

use multiple methods to enrich the final result of the study. The typical methods used in 

constructive research are observation, group discussions, interviews and surveys. 

(Ojasalo & al. 2015, 68.) For this reason, I decided to include these methods for the re-

search process.  In my study I use document analysis, focus group interview and survey.  

 

Document analysis method is used in the first methodological stage. Document analysis 

method is used when the goal is to draw conclusions in written formation from verbal, 

symbolic or communicative data: transcribed interviews, web pages, articles, annual re-

ports, feedback forms, diaries, photographs, drawings, speeches, discussions, reports or 

any other written data. There are three stages in document analysis process: data collec-

tion and preparation; data analysing and reducing; data interpretation. (Ojasalo & al. 2015, 

137.) 

 

Data preparation process ensures that the data needed is concise and it’s content is 

ready for the analysis (Ojasalo & al. 2015, 138.). 

 

Data is analysed by using content analysis method. In qualitative research content analy-

sis is used. The aim is to understand participants’ categories and to see how these are 

used in specific communicative activities like telling stories, assembling files or describing 

some life situations, the idea is to look for the meanings people give to items and situa-

tions (Silverman 2004, 128). Content analysis can be ether data-oriented or theory-ori-

ented (Ojasalo & al. 2015, 139 -140). I decided to use theory-oriented content analysis 

which means that the previous fame work is set and classification of the analysis is based 

on already existing theory.  
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MS Excel is primarily used as a tool for the data preparation and analysation process. Ad-

ditionally, I use a program called Voyant Tools. It’s a free web-paged reading and analysis 

environment for digital text (Voyant Tool 2021).  

 

In the second methodological stage interview is used. Interviews are known as one of the 

most frequently used data acquisition methods in research and development works. Inter-

view is a good data acquisition method when the goal is to focus on the individual or 

group as the subject of the research. Interviews can be suitable methods also when the 

purpose is to clarify matters or gain deeper understanding about a phenomenon (Ojasalo 

& al. 2015, 107). Veal (2011, 240) claims that interviews tend to be used when the sub-

jects of the research are relatively few in numbers, the information obtained is likely to 

vary or the topic explored is part of planning a larger study.  Tuomi & Sarajärvi (2013, 74) 

write that interviews enable to research different sorts of phenomena. I used semi-struc-

tured type of interview, which means that the questions are formulated beforehand, but 

the planned order can be changed by the facilitator depending on the context and flow of 

the discussion. According to Veal (2011, 239 – 240) the nature of semi-structured inter-

view is characterised by its length, dept and structure. I use focus group as a research 

method, which is seen as one sub-type of interview (Ojasalo & al. 2015, 111 - 113).  

 

The third methodological stage was performed by using survey. Surveys are one of the 

most used data collection method as it enables the researcher to ask a large number of 

people, noteworthy amount of questions with a small time expenditure, and yet collecting 

extensive amount of research data (Ojasalo & al. 2015, 114.) Data collected is usually in 

figures which allows them to proceed statistically. There is possibility to produce both 

quantitative and qualitative data by using surveys. However, as the strength of the survey 

is to cover large amount of targeted observation units it is mostly used for producing quan-

titative data. One characteristic the quantitative research relates to is sampling, which is 

prepared if the whole population cannot be reached, which is the case in most of the time 

when doing the quantitative research (Yin 2011, 88; Veal 2011, 356). There are many 

online survey tools available nowadays. Depending on the scale of the research, amount 

and sensitivity of collected data different tools are available in Internet (Techradar.pro 

2021). I was using the free online survey tool Google Forms to collect data from the re-

spondents. Data collected with the survey was analysed statistically using Google Forms 

own built-in application and extension to google sheets that is compatible with MS Excel 

application. According to Michael Graw (Techradar.pro 2020) Google Forms is the most 

suitable free online platform in the market for analysing the data as there is a direct link-

age to Google Sheets where data analysation is supported with large variety of functional 

tools.  
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Now when the methods used for the study have been presented the process of the re-

search will be introduced in the next sub-chapter.  

 

4.2 Research process 

I classify this study a research-based development project. From this perspective I divide 

the project into 7 different stages, which all need to be completed in order reach the final 

goal. Project starts with literature review on adult learning theories and hospitality training 

scenery in Estonia. Study project ends with writing the study report (the thesis) and shar-

ing it with the public. In appendix 3 I describe in detail all the stages including the goals re-

lated to each one of them and methods how the results were achieved:   

 

Methodologically the study is divided to three stages. In the first methodological stage I 

analyse the feedback forms collected during the short courses carried out by Haaga-Helia 

Balti between 2015 and 2019. The goal is to find out what training elements participants of 

the short courses evaluated, commenting the characteristics ether positive or negative 

way. Document analysis is the most appropriate method for doing this. 

 

There were in total 345 feedback forms filled with years 2015-2019 which covers 20 open 

public short courses. Feedback forms were presented to the participants in paper format 

in the ending part of each short course day. As majority of the short courses were lasting 

two days then feedback forms were filled in after both course days. Short course organ-

izer digitalized and analysed the feedback forms after each course day. After inserting the 

answers to MS Excel, the summary of the results were shared with the trainer, to plan the 

improvements in future. Data had been stored in this way which also made the analysing 

process for the study easier for me. The layout of the feedback form was always same no 

matter the short course. The example of the feedback form can be seen in appendix 2.  

There were 8 questions asked out of which 5 were rating scale (1-5) and 3 open ques-

tions. For the study I included only three open questions because first 5 rating scale ques-

tions are not holding value from the study perspective.  Three open questions included to 

the research are: 

− What was positive for you today? 
− What parts of today’s training did not meet your expectations/ what would you im-

prove? 
− Open comments and suggestions for the organizers. 
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Theory for the framework is taken from the book “Creating Courses for Adults. Design for 

Learning” written by Ralf St. Clair in 2015. Clair identifies 9 design elements that every ed-

ucator should consider while designing the course or business training for adults. The the-

ory of 9 design elements was introduced in more detail in chapter 2.3 (see p. 8-10).   

 

First step is to prepare the data for the analysis. In my case it means the data in the feed-

back forms must be turned digital. This was done already prior to the study because as 

was mentioned before the filled feedback forms were reviewed and digitalized to Excel af-

ter each training day by the organizer. In order to make the analysing part easier I col-

lected all the digitalized feedback forms located in different files and created one master 

file. This provides flexibility to process the data when doing analysis. 

 

Second step is data analysing. It means that the answers of the open questions are re-

viewed and all the comments that can be considered as an evaluation and provide feed-

back on any aspects of the course are identified. I title these comments as entities. Some-

times positive feedback was provided in the question nr 2 where improvement ideas were 

asked. In turn, occasionally negative feedback was provided answering to the question nr 

1 where positive indications were asked. Answers to the question nr 3 were including both 

positive and negative evaluations since the question has no positive/negative indication 

specified. All the comments were listed and presented as separate entities. Some an-

swers included feedback for several different course elements and therefore produced 

more than one entity per answer. Altogether 586 feedback entities (comments) were iden-

tified during the analysis. Each of them is evaluating one design element of the course. 

 

After identifying the feedback entities all these 586 entities were distributed between 9 

course design element categories based on the theoretical framework. Next the entities 

were also arranged by considering their undertone, ether positive or negative. From the 

categorization perspective it was not relevant at this point. Important was the design ele-

ment itself the comment was referring to. But it was done assuming it would become rele-

vant in the data interpretation stage of the analysis. Results of the document analysis will 

be presented later in chapter 5. 

 

The second methodological stage includes the interview with the hospitality sector deci-

sion makers representing the management in one hand and the human relation expertise 

on the other hand. The interview has two goals. First to verify the results received from the 

document analysis. Secondly to learn more about the current training needs in the hospi-

tality sector that would help me to develop and prepare the training concept to be tested.  

 



 

 

24 

The focus group interview takes place in the morning of February 4th 2021. It’s important 

to consider the overall context in Estonia at this particular time regarding the COVID pan-

demic circumstances and challenges that it caused for the hospitality sector.  Pandemic 

conditions had slightly worsen since the beginning of the November 2020 but the numbers 

of infected people had been stable for some weeks in the day the interview took place. 

Positive signals were connected with the vaccination process that had just started giving 

hope that the tourism season this year could start more or less the same time as usually. 

The hope remained that the boarders will be open for the spring and tourist can return to 

Estonia. For that reason the ambience among the interviewees was rather positive and 

promising. The day of the interview nobody knew that two weeks after the healthcare situ-

ation would get worse and among other tourism related activities spas all over Estonia 

were going to close for unspecified time – until the situation gets better (Delfi 2021).  Due 

to the already described context focus group interview was held remotely using Google 

Meet as the communication platform. It’s a simply maintained tool that suits well for such 

conversations in a small group with no extra facilitation requirements. The meeting was 

recorded with the mobile device after asking the permission from the participants. 5 partic-

ipants were selected based on their expertise in training and HR related topic. I see them 

as decision makers in the training purchase process for their employees in their compa-

nies.  All the companies they are representing had been previously clients of Haaga-Helia 

Balti by sending their employees to the short courses or other educationally oriented 

events. They all have good reputation as experts in Estonian hospitality community. The 

companies they represent are among the leaders in their market segment. Figure 3 pre-

sents the title of the person and the company one is representing.  

 

 

Figure 3. Participants of the focus group interview on 4 February 2021 

 

My interview lasts for 1 hour and 46 minutes. The initial plan was to fit the interview into 

1,5 hour session. However, all the participants of the interview accepted my proposal to 
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expand the initial time frame for completing the interview.  Focus group interview ques-

tions were planned beforehand and power point presentation was involved to support the 

communication process. At first, I introduced the goal and the process of the study project 

I am working on. I introduced them theoretical framework used for the analysis. The re-

sults of the feedback form analysis were presented to participants. After the presentation 

participants were asked to comment the outcome by ether approving or disapproving the 

results. Additionally, participants were asked to comment and add aspects describing an 

outstanding training, which in their opinion were not mentioned in the feedback forms. Fi-

nally, participants were asked to give suggestion on the topic and logistical aspect needed 

for planning and implementing the test training.  

 

Exact interview questions to the participants are presented in Figure 4:   

Nr Question 

1 How do you comment the results of the analysis on feedback forms? 

2 What are in your opinion the most important design elements of the training? 

3 
How would the public training look like in the future for the hospitality sector 

and what topics will be relevant? 

 

Figure 4. Questions to the focus group interview participants on 4 February 2021 

 

Interview was analysed by first listening the recording couple of times and writing down all 

the statements1 of the interviewees. As I was interested only in the matters that were dis-

cussed I did not use the exact wording but instead wrote down the notes in literary lan-

guage. Technical quality of the recording was good in most part. Only certain times some 

words got lost but it did not prevent understanding the whole meaning of the sentence.  

 

After that written notes were analysed from the perspective of the interview questions. Re-

garding the first interview question, statements and comments were placed to the context 

of the theoretical framework that was used already in the first methodological stage when 

performing document analysis. Based on my observation and considering the personali-

ties of the interview participants’ I don’t see any reason to doubt their sincerity and hon-

esty in answers. The ambience in the interview was positive and all the participants were 

actively participating. Majority of the participants know each other already for years but 

due to the challenging circumstances they had not met for a long time. Active approach 

may have been caused also by the fact that topics under discussion are relevant from 

their work perspective. The focus group interview results will be presented in chapter 5. 
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The third methodological stage includes the survey conducted among the participants one 

day after the sample training test using the survey method. The goal in general is to find 

out what value the participants accredit to the sample training and how satisfied they are 

with implementation.  

 

The survey starts with planning the questionnaire. Questions asked are driven by the goal 

of the survey. As my goal was to learn about the participants opinion on the different 

course design elements implemented to the training, the questions had to be formulized 

accordingly. As with many conducted surveys in nowadays (especially online) there is a 

threat that if the questionnaire is too long then respondents lose the interest at certain 

point and don’t pay attention to their answers anymore or in worse case withdraws the re-

sponding. On the other hand, by having too small number of questions, the collected data 

remains deficient. My questionnaire has 27 questions in total asking to rate the compli-

ance with the statement in a scale from 1 to 10. Each question had additionally field for an 

open comment. Based on the Ralf St. Clair’s 9 course design element theory the ques-

tionnaire was divided into 9 different question groups. Theory was introduced in chapter 

2.3. Each question group had between 1 to 5 statements each of them reflecting one 

characteristic of the 9 design elements. Please see the questionnaire form in appendix 3. 

All the 12 participants of the sample training filled in the survey. The result will be pre-

sented in chapter 5.   

 

As the population of the target was small, 12 observation units, which is also forming the 

whole population of the survey I was not challenged by the weaknesses that the quantita-

tive data collection method usually involves. One of aspect could be that the responding 

rate in surveys may be low as the researcher has a small control over the respondent’s 

action. Second weakness is the possible superficiality related to the respondent’s dedica-

tion filling the survey and understanding level that again the researcher has not much con-

trol over. (Ojasalo & al. 2015, 114.) 

 

I tackled both of these challenges by trying to build the confidence with the participants 

and their agents (managers who encouraged them to participate) during the whole study 

project and especially during the training implementation period. Confidence is mainly built 

with the sincere, clear and repeated communication style towards the customers within 

the whole sample training implementation process.  

 

Data collected with the survey was analysed statistically using Google Format’s own built-

in application. It summarizes the results of each question by showing anonymously how 
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respondents answered indicating which value and how many times (also percentage wise) 

it was given. On the other hand, analysing statistically the survey with only 12 respondent 

questions the validity when drawing conclusion. However, the fact it is not a sample but 

the whole population of the survey target mitigates the risk of being unjust while interpret-

ing the results statistically. Results of the survey will be presented in the chapter 5. 

 

4.3 Trustworthiness of the report 

This paragraph describes the transparency issues of the research. Also, validity and relia-

bility will be elaborated. Finally, limitations and ethical considerations of the research are 

elaborated.  

 

Transparency is one of the most important ways to gain credibility and trustworthiness of 

the research (Yin 2011, 19). It means that procedures used for the study should be trans-

parent. In more detail, other readers must be able to inspect the work itself, evidences and 

data which are used to support the findings and conclusions (Yin 2011, 19). All the data 

for this study is saved and is available for the inspection if needed. Focus group interview 

and sample training held in Zoom are recorded and available for the review by the Haaga-

Helia thesis assessment commission. In case other researches would like to have an ac-

cess to this recorded material the permission must be asked from the other participants. I 

have done my best in the process of gathering data, presenting the findings and conclu-

sions, to keep in mind the principles of transparency.  

 

There are two different dimensions that must be recognized in the context of quality and 

credibility of the research: reliability and validity. Reliability of the research which assesses 

if the results are repeatable and not arbitrary ones. Results of the reliable research would 

be the same if somebody would repeat the research in the same way later with the differ-

ent samples of the subjects (Veal 2011, 46). Yet, Veal admits that in social sciences any 

research findings are related only to subject included at the time and place the research 

was done (Veal 2011, 46-47). However, the reliability has been met, if the results from 

other researches builds significant consensus around the findings. Validity of the research 

evaluates the extent to which the information disclosed in the study reflects the phenom-

ena that the researcher claims it reflects (Veal 2011, 46.). For example, during the inter-

view if it seems that interviewee understood the question differently than the interviewer 

had meant the results could not be claimed being valid (Hirsijärvi & al. 2010, 231 – 232). 

Despite the fact that the reliability and reliability are primarily bonded to quantitative re-

search it should be applied somehow also in qualitative researches (Hirsijärvi & al. 2010, 

232). In this study, the research methods and process have been disclosed as clearly as 
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possible in order to increase the reliability. However, as Veal (2011, 46) claimed the study 

objects are humans and their responses can vary al lot depending on the time and envi-

ronment they are placed. Timeframe of the last methodological stages fell into very unsta-

ble period caused by the COVID-19 related restrictions. Every day brough the news about 

changes a head. It may be reflecting also the answers as couple of weeks earlier or later 

the results of the interview and survey could have been little bit different. From the per-

spective of validity I have done my best to assure that interviewees and survey respond-

ents would understand the questions as clearly as possible (Hirsijärvi & al. 2010, 233.). In 

situations when I felt participants hesitating with the answering I checked if they under-

stood the question. As Hirsijärvi & al. (2010, 206) highlights it is always possible the inter-

viewee in group interview could answer differently in the other situation being worried 

about “social control and acceptance” by others. I think the risk was mitigated by the fact 

that most of the participant knew each other including the interviewer from earlier periods 

cooperating in different projects related to hospitality industry education.  

 

There are some limitations concerning this study. As was referred earlier the collection of 

data in qualitative research is always depending on the time and subject of the research 

(Veal 2011, 46 -47; Hirsijärvi & al. 2010, 206). The study should not be generalized out of 

the Estonian hospitality industry context as the subjects of the study are closely limited to 

the types of business and region. Eventually the companies that were participating in the 

research project are representing different types of establishments in hospitality sector. 

There are bigger multifunctional properties and smaller basic accommodation service pro-

viders. Regionally differences were also in somewhat presented by having one property 

from Tartu. I admit the variety among the sample training process could have been larger 

but due to the COVID-19 caused unstable circumstances in the hospitality industry the se-

lection process was rather challenging. I appreciate every single individual who was will-

ing to contribute to the research project in this very alarming period of time. 

 

Certain ethical consideration must be also discussed related to the study. This research 

has been conducted following the principles that has been described by Hirsijärvi & al. 

(2010, 24): research has to be conducted and presented in honest, careful and accurate 

way. Additionally, dignity of every human being must be respected, all the respondents 

have been involved in voluntary bases and no one has been physically nor mentally 

harmed (Hirsijärvi & al. 2010, 25). Veal (2011, 103) adds to the previously mentioned as-

pects that the research must bring value for the society and that the researcher must be 

suitably qualified or then appropriately supervised to conduct the research. I consider this 

study being unique in the Estonian hospitality sector as it describes the whole develop-

ment process of a certain training concept model, following a specific methodological 
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structure, and eventually provides a practical framework for any institution or organiza-

tions willing to be involved with training the local hospitality sector. Master level education 

and the assistance of the thesis supervisor provides me the researcher with the sufficient 

qualification to complete the research. The fact that the research does not have a particu-

lar commissioner, mitigates the risk of bias. All the materials related to the study are 

treated with confidentiality and respecting the participants anonymity (Veal 2011, 104) as 

much as possible.   
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5 Results 

In this chapter I unfold and describe the results of the study. Each methodological stage 

will be presented separately.  

 

5.1 Participants’ expectations from a training 

Following I am presenting the results of the first methodological stage where I analysed 

the feedback forms collected during the short courses carried out by Haaga-Helia Balti be-

tween 2015 and 2019. The goal was to find out what training elements participants of the 

short courses evaluated, commenting it ether positive or negative way. The task was com-

pleted using document analysis method. Table 1 displays the results of the analysation 

process showing how many comments, ether negative or positive one, each training de-

sign element category received.   

 

Table 1. Results of the comments (feedback unites) identified during the feedback form 

analysis process 

Design element category Comments total Comments positive Comments negative 

Educator 67 58 9 

Learners 33 30 3 

Context 68 46 22 

Aims 98 90 8 

Resources for Learning 132 57 75 

Methods 112 81 31 

Learner Input 3 2 1 

Demonstrating Learning 1 1 0  

Learning Transfer 72 56 16 

  586 421 165 

 

Following is the explanation how the linkage between each comment (feedback entity) 

and design element category was found.  

− Educator includes feedback entities that evaluate educator’s skills, attitude and 
expertise in providing the course (Clair 2015, 188).   

− Learners includes feedback entities that evaluate the feelings and emotions that 
the participant experienced during the course including feeling of being engaged 
(Clair 2015, 188).  

− Context includes feedback entities that evaluate the co-participants, quality of the 
training facility and overall features of the course environment (Clair 2015, 189). 

− Aims includes feedback entities that evaluate the comptability between the objec-
tives of the course content compared to the expectations of the course focus by 
the participants. (Clair 2015, 189).   

− Resources of Learning – includes feedback entities that evaluate the opinions on 
tangible and intangible means supporting the process of learning and can be pre-
pared in advance. In most cases related to time and materials planned to carry the 
course. (Clair 2015, 189). 
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− Methods includes feedback entities that evaluate the selection of methods applied 
during the training process supporting the learning experience (Clair 2015, 190).  

− Learners Input includes feedback entities that evaluate the opinions on if and how 
the learner can contribute into the process of the course. Mostly related to the 
evaluation process performed by the participants and initiated by the educator. 
(Clair 2015, 190.) 

− Demonstrating Learning – includes feedback entities that evaluate the assess-
ment of participants’ performance (Clair 2015, 190). 

− Learning transfer – includes feedback entities that evaluate the level of practical-
ity and feasibility of the knowledge the participant gains during the course (Clair 
2015, 190-200). 

 

Result of the document analysis shows that the highest amount of feedback entities was 

provided about the Resources of Learning category - 132 times in total. Methods were 

evaluated 112 times and Aims of the course design 98 times. Little less but in a similar 

range of times were the comments related to Learning Transfer, Educator and Context 

categories. The Learner category received already less feedback. Finally, Leaner Input 

and Demonstrating Learning category were only few times commented. Following the re-

sults of each course design element category will be unfolded in more detail, describing 

distinguishing key characteristics   

 

Resources of learning was the element category where the most feedback entities were 

provided – 132 in total.  Distinguishing characteristics, no matter if commented positively 

or negatively are related to: timing, examples, structure of the training and finally materi-

als/handouts provided within trainings. Importance of timing related characteristics are 

brought out in particularly through the negative comments: 

− “Too much material for such a small timeframe” 
− “Lack of time creates rushing” 
− “No tornado sessions please” 
− “Time not efficiently used” 
− “Tempo too fast that makes difficult to follow” 

 
Positive comment evaluating timing: 

− “Pace was good, since there was no rushing” 

Commenting examples, the evaluations are describing the level of practicality and real-life 

reflection the examples in a training were including. Referring the positive feedback:  

− “Practical examples” 
− “Examples from the real life” 

 
From the negative feedback: 

− “Examples are not relevant to the field and topic” 
− “Not enough of examples” 

Structure of the training was evaluated from the perspective whether the course is logi-

cally and systematically built up. Whether the training was easy to follow by building up 
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the needed knowledge from more general to more detailed information. Positive refer-

ences were: 

− “Well explained information” 
− “Systematic approach” 
− “Topic was explained in a simple way” 
− “Step by step easy to follow structure” 

 
Negative feedback examples: 

− “More to explain the subject – not understanding enough” 
− “It was difficult to follow the training” 

 
Materials and handouts were described from the perspective of learner’s comfortability 

and possibility to support the learning process. Referring positive evaluations: 

− “Workbook involved to the training” 
− “Compact presentation” 

 
Negative comments dominated when the materials and handouts were commented. For 

example:  

− “Language and terminology too complicated” 
− “Slides are too small to read” 
− “Materials were not printed out for handouts” 
− “Slides are too overcrowded with messages” 

 

Methods were the second most evaluated of the course design element category with 

112 comments in total. Most dominant characteristics standing out from the evaluation 

were related to open discussion, experience sharing with other participants and group 

works. Additionally, was once mentioned the missing reflection of homework which is also 

related to the facilitated open discussion with the participants. Referring the positive com-

ments: 

− “Lots of interaction by the coach” 
− “Good overall atmosphere through discussion” 
− “Sharing experiences and practices with other participants” 
− “Group works and discussions”  

 
References from negative comments:  

− “Not enough group work and discussion” 
− “Examples were not discussed through” 
− “No reflection discussion in the end”  

 

Aims is the third most evaluated course design element category with 98 comments in to-

tal. Positive comments were dominating over the negative ones.  

Distinguishing key characteristics are related to new information perceived during the 

training and rediscovering the forgotten knowledge.  Many comments were related to the 

extent the trainings were meeting the expectations of the auditory.  
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New information obtained during the course or rediscovering the forgotten knowledge are 

the key characteristics standing out in the comments about aim.  

Examples from the positive comments:  

− “New perspective”  
− “New approach” 
− “New tips and knowledge” 
− “New ideas” 
− “Re-learning and refreshing the forgotten knowledge” 
− “Re-confirmed what I know” 

 
Mentioned characteristics are connected with other characteristics of aims - expectations, 

which was mentioned many times. Examples from the positive comments: 

− “Training was meeting the expectations” 
− “Training was exceeding my expectations” 
− “Topic under discussion as promised” 

 
Some examples of the negative comments related expectations: 

− “Not all interesting subjects were covered in this topic” 
− “Part of the information was not given” 
− “Target of the training was wrongly selected” 
− “More information about trends” 

 

Learning transfer is the fourth most evaluated course design element with 72 comments 

in total. The key characteristics found from the answers is the practicality that shows the 

extent how much perceived knowledge could be applied to the participants work environ-

ment. Examples of the positive comments mirroring the learning transfer: 

− “New practical ideas” 
− “Practical tips and tools” 
− “New ideas to share with my colleagues” 
− “Learned that my role is important in the organization” 
− “New practical knowledge to imply in my company” 
− “Motivation to implement new knowledge at the company” 
− “Applicable information” 
− “Good tools for analysing my hotels vs others” 

 
Also, some examples about negative references: 

− “Too academical and not practical” 
− “Not practical to start implementing” 
− “Difficult to draw connection between example and my work” 

 

Context is the fifth most evaluated course design element having 68 comments in total. 

Most dominant characteristics standing out from the evaluations are related to networking, 

socially open environment, food selection and features of facility.  

Relevance of networking is mentioned especially in positive comments: 

− “Meeting new people” 
− “Interesting co-audience” 
− “Share the information with industry professionals” 
− “Socializing with participants” 
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− “Participants with different background” 
 

Negative references: 

− “Not enough networking options” 

Relevance of open environment appears in the comments like: 

− “Open environment” 
− “Positive energy in the classroom” 
− “Friendly ambience” 
− “Ambience inspiring new ideas” 

 
No negative references identified about this characteristic.  

Food provided during the training is evaluated many times by the participants. Mostly neg-

ative comments are related to food selection: 

− “Food selection not corresponding personal preferences” 
− “Food was not good and must be more healthy and lighter”. 
− “Longer lunch needed” 

The characteristics mentioned in the last example may be related to context element too 

since lunches are often seen as opportunities to socialize and network with other partici-

pants.  

Facility features were evaluated in the comments several times and negative comments 

were dominating: 

− “Facility has no air” 
− “Room has not enough lights” 
− “Room set-up was bad and did not see to the screen” 
− “Training room could be more inspiring and not a traditional hotel room” 

 
Additionally, couple of times were brought out the evaluation about the organizers work: 

− “Good communication by the organizers” 
− “Good and caring organizer” 
− “Well organized training” 

 

Educator was the sixth most evaluated course design element category having 67 feed-

back entities in total.  Distinguishing key characteristics where comments, no matter if 

they are positive or negative, are related to the attitude, professionalism and engagement 

skill of the trainers.  

Regarding the attitude the positive comments are following: 

− “Positive attitude of the trainer” 
− “Teacher’s passion” 
− “Good and positive mood of the trainer” 
− “Interactive trainer” 
− “Personality of the teacher” 
− “Trainer was nice and interesting person” 
− “Smiling and energetic trainer” 
− “Open approach of the trainer” 
− “Trainer is dedicated” 

 
Examples of the negative comment is:  
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− “Trainer with the low energy” 
− “Trainer was nervous because we were not improving fast enough” 

 
Concerning the professionalism following evaluations stand out from positive comments: 

− “Coach was easy and interesting to be followed” 
− “Expert trainer” 
− “Self-expression of the trainer” 
− “Language skill of the trainer” 
− “Good and logical explanation by the trainer” 
− “Trainer is a professional in her field” 
− “Trainer is an expert in subject matter” 

 
Comments on professionalism from the negative perspective are: 

− “Trainer was stuck in the topic and had no relevant examples” 
− “Trainer did not lead the topic further, we lost valuable time” 
− “More personal experience from the trainer” 
− “Trainer talks too fast” 

 
Regarding the engagement skill of the educator, it was mentioned many times that trainer 

was engaging without describing the practices one was using to accomplish it. From that 

perspective there is a link between methods and learners design elements that describes 

the ways how engagement could be reached. Following some positive comments related 

to engagement skill of an educator: 

− “Inspiring trainer” 
− “Engaging trainer” 
− “Energizing trainer” 

 
How engagement was perceived by the participant is seen through the evaluations ana-

lysed in the next course design element Learners. 

 

Learners was the seventh design element category with most feedback entities provided 

33 in total. Comments are evaluating the engagement part interpreted through the emo-

tions and feelings of the participants. Following the expressions on engagement through 

positive comments: 

− “Training was active and engaging – not boring” 
− “Very engaging providing new ideas” 
− “Synergy” 
− “Gained motivation” 
− “Challenging” 
− “Personally developing to reach my goals” 
− “Lively and engaging” 
− “Self-development feeling” 
− “Jokes and fun” 
− “Positive emotions” 
− “Fun and educational” 
− “Feeling that others are having similar challenges as I” 
− “Feeling of self-develop and change” 
− “Training is active and engaging” 
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Some examples on engagement through the negative comments: 

− “No flow” 
− “Engaging was missing to keep the group active” 
− “More engagement needed to make people discussing” 

 

Learners input design element describes the level of evaluation that learner is encour-

aged to provide. There were only 3 comments providing opinion on the evaluation process 

of the course. From the positive side: 

− “Possible to give feedback proposals for the next session” 

− “Option to give instant feedback” 
 

From the negative side is mentioned:  

− “Too much feedback instead of presenting the topic” 

The analysis itself does not give an answer why this design element is so little com-

mented. We can assume that it’s related to the relatively short length of the trainings re-

spondents participated and the amount of feedback would be more extensive when the 

course would have been longer.   

 

Demonstrating learning was the least commented course design element having only 

one comment in total. This element is related to the assessment process of the training. 

This one evaluation is from the positive comments mentioning the testing part carried out 

during a course.  

− “Testing” 

The small evaluation rate can be explained with the irrelevance of the tests from the 

learner’s perspective. Not many learners are aware of the usefulness of the testing from 

the learning perspective and even less are the ones who enjoy the testing process. 

 

5.2 Employers’ expectations from a training 

After identifying the comments evaluating different key design elements of the course by 

analysing feedback forms the results are evaluated with the training experts. Focus group 

interview methods is used for that. The interview has two goals. First to verify the results 

received from the document analysis. Secondly to learn more about the current training 

needs in the hospitality sector that would help me to develop and prepare the sample 

training format for testing. 

 

The experts approved the results of the feedback analysis, claiming that the analysis of 

the feedback forms point out the same aspects that they as the experts would highlight. 

Additional input the experts provided had a direct linkage to several different design ele-

ments of the thesis’ framework. From the perspective of decision maker and paying client 
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it is understandable that their main interest was concentrated to learning transfer design 

element. However, other design elements received attention too. Especially context re-

lated aspects were brough into the conversation and discussed extensively.  

 

In expert’s view, they as a client representing the hospitality companies, above all would 

expect the practicality of the training. One of the interviewees summarized this thought 

perfectly: R4: “When I send my employee to the training I expect this as an investment 

meaning every 1 euro invested must bring back 10 euros as a return”. The practicality was 

the keyword that formed the basis standpoint through which their opinions were derived.  

 

The experts claimed that having the training held in Estonian increases the practicality 

and applicability of the outcome. R3: “Training held in Estonian is so much more attractive 

“. It was something that did not come out from the feedback analysis.  

 

Second topic discussed was related to socialisation element. Experts were aware of par-

ticipants need to socialize but they were surprised of the extent it was emphasized by the 

participants. R5: “I wouldn’t expect that the socialization during the training is so strongly 

emphasized”. However, the experts agreed that socializing and networking provides an 

opportunity for the participants to share their challenges, experiences, practices and emo-

tions that they all come across in the work environment, and which tend to be similar. In 

additionally the expert claimed that especially nowadays young people learn more from 

peer to peer than are willing to follow the words of their managers. R2: ”I see young peo-

ple more and more learning from each other or from the peers they trust)”.  

 

When talking about the expectations towards the educator/trainer the experts emphasized 

the need for the excellent andragogical skill. It impacts the aspects of being flexible, keep-

ing people engaged and following the timeframe. This would rule out the situation that 

some are feeling the rushing and others the advancement being too slow. R4 “Trainer 

needs to have andragogical skills to handle the group so that would not feel rushing for 

someone while the other people are bored the advancement being too slow. I can only im-

agine how flexible the trainer must be”. Feedback analysis emphasized rather the partici-

pants expecting the trainer to be fun and inspiring. However, both experts and participants 

preferred the trainer being sufficiently expert in hospitality to bring into the training per-

sonal experience.  

 

Concerning the resources of learning element experts agree with the participants opinion 

on importance of examples included and discussed during the training. The more the ex-

amples reflect the real cases the better. The experts suggested the trainers to have pre-
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training interviews made with the participants to identify the biggest challenges and to col-

lect real cases which could be debated anonymously during the training. R4: “When the 

number of participants is optimal and not too big, the educator should make an interview 

or send a questionnaire to the participants to ask what are the main challenges at work 

they are seeking answers for. Perhaps they are even ready to share cases that can be 

discussed during the training. Also, post-training check would beneficial in my opinion”  

 

Unlike the participants, the experts see the element demonstrating learning very important 

to ensure the successful learning outcome of the training. The experts find even small test 

being needed if the examination in the end of the training is not possible for timing reason. 

It’s again aspect of practicality and learning transfer that derives this approach. R1: “Some 

kind of, even small test in the end of the training helps definitely to recall what was learned 

during the whole training day” 

 

Second discussion point during the focus group interview was related with my goal to 

learn more about the current training need in the hospitality sector. It would help me to de-

velop and prepare the training format for testing. 

 

The experts commented that in nowadays world the hybrid learning which combines face-

to-face classroom and online learning into one cohesive experience, is the most efficient 

way of training hospitality professionals. Simple, technical skills could be provided using 

online channel. Whereas knowledge like people’s management, analysing and communi-

cation competence should be transferred rather through face-to-face classroom sessions. 

R2: “I don’t know how are the trainings going to look like in the future. I think some sort of 

combo, simple skills could be learned individually online, but managing people and ana-

lysing behaviours this needs a human touch and obviously would require open discussion, 

better if in classroom” The experts emphasize the need for trainings where participants 

need to analyse the cases from the management or customer experience perspective. 

They emphasize the human aspect playing big role in hospitality industry and they think 

it’s is heavily needed to involve also to the education process. R3: It would be good when 

employees are placed into situation when they have to feel how it is to walk on the shoes 

of customer or manager”   

 

The experts see short but regularly happening training sessions so called “training bites” 

as the most efficient formats of the public trainings. It’s convenient way to combine the 

studies with working life and, would turn the learning process consistent. They think it 

would keep up better the motivation level for the participant as well. Besides it would give 
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to the management better opportunity to monitor the study advancement and provide sup-

portive practical learning environment at workplace.  R2: “We talk more and more about 

the work bites, why not to talk about then also training bites? Quick and sharp knowledge 

that can be immediately put into practice”  

 

Common opinion of the interviewees was that currently the most needed topics for the 

hospitality sector are management trainings for the middle management level. They claim 

that top management is seeking the options how to motivate team leaders to survive and 

keep the faith in current challenging circumstances caused by coronavirus pandemic. 

Team leaders are expected to motivate their employees in facing the summer season that 

they hope will be better than last year. However, the experts admit it will be still very chal-

lenging. Tourism and hospitality sector has suffered the most due to the pandemic and 

subsequent government restrictions. Hospitality industry is looking the outside expertise 

that would help them to kick off the summer season in a new, yet distracted circum-

stances. But the experts also admit that financial assets for training people are extremely 

limited and they try to manage first of all on their own internal resources to develop em-

ployees.  

 

To sum-up, based on the input provided by the experts during the focus group interview i 

can now start designing the training format to be implemented and tested afterwards. The 

training topic will concentrate what was suggested by the experts during the interview. 

Goal of the training should be to support hospitality team leaders to motivate their teams 

to surpass the challenging times and to be ready to kick-off the upcoming summer sea-

son.  

 

5.3 Results of the training model testing 

Before presenting the results of the survey I summarize the aspects related to sample 

training that took place 8 April 2021. The aim was to test a training model which was de-

veloped based on the combination of results from the two previous methodological stages: 

document analysis of the feedback forms and focus group interview with the experts.  

 

Sample training preparation included several work sessions with the trainer and two tech-

nical rehearsal with my own friends and family members. Title of the training was “How to 

inspire team to reach the goals”.  For the trainer it took 13 hours of direct preparation and 

5 hours for work sessions with me the concept developer. Training lasted 4 hours includ-

ing breaks and was conducted using virtual meeting tool Zoom. Initial plan was to hold the 

classroom or hybrid type of training. However, due to the government restrictions caused 
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by corona pandemic the only possible option was to conduct the training through virtual 

channel. Other virtual tools used during the training were Google Jamboard and Google 

Docs. Training language was Estonian. The aim of the training is to teach the middle-man-

agement level employees to motivate their team in today’s challenging circumstances. Ap-

pendix 4 includes the full description of the training prepared for the promotion process. 

Training had 12 participants, which represented 8 different companies, including one from 

Tartu. I had to turn down one person to avoid crossing the optimal size of the group. 

There was a fee for joining the training which allowed me to hire professional trainer to 

conduct the event. Prior to the training participants received an email containing video 

welcoming and questions to be answered that were used to prepare the training content. 

Couple of days before the training I contacted by phone each participant to go through the 

technical details of the training. I wanted to ensure people know how to use Zoom and 

how to prepare their devices for the training. Lunch bag with energizing snacks selected 

by the nutrition specialist were delivered to participants day before the training. Trainer 

was Riinu Rätsep, who had in the past facilitated couple of Haaga-Helia trainings in Esto-

nia. Training was interactive by including discussion, groupworks in break out rooms and 

other collaborative tools to engage participants as much as possible. Before the very end 

of the training participants were asked to fill in the online feedback form, which included 

the same open questions as in the feedback forms analysed within the document analysis 

during the first methodological stage of the study: 

− What was positive in the training? 
− What should be improved for the future? 
− Open comments. 

 

Third methodological stage included the online survey conducted among the participants 

one day after the test training held in April 8th. Survey method was used. The goal was to 

find out what value the participant accredits to the sample training and how satisfied they 

are with implementation. There are 27 questions in total covering all 9 course design ele-

ment categories and asking to rate the compliance with the statement in a scale from 1 -

10 points. 1 represented full disagreement and 10 fully agreement with the statement. 

Each question had additionally field for a voluntary open comment. Open comments were 

left out from the analysing part and they were only having the supportive role to interpret 

the survey results later. From the methodological perspective may be seen questionable 

to draw statistical conclusions from only 12 answers but as it was the whole population of 

the target and they are supported by the open commentaries I consider the method being 

justified. For the same reason I excluded the percentages when presenting the results.  

Additionally, supportive commentaries for interpretations come from the open fields of the 

survey. Also, from the online feedback forms every participant filled in the end of the test 

training and that was part of the sample training concept. The questions in these feedback 
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forms were the same as the open questions in the feedback forms 2015-2019 analysed in 

the first methodological stage. I am using feedback comments for explaining and illustrat-

ing the results of the survey.  

 

I present the results in summarizing them by the design element category. Each design 

element category was reflected with group of questions between 1 to 5. 

 

First question group was asking the evaluation about aims. Results show that training was 

meeting the participants expectations. 11 people out of 12 were confirmed that the topic 

chosen for the training was relevant and meeting the actual needs. Training was corre-

sponding to the course description only one person ranking it less than nine points. 11 

people assessed 9 or higher when was ask if they gained new ideas or reaffirmation of ex-

isting knowledge in the training. There were many positive comments supporting the high 

evaluation rate. For example, one person stated that considering the challenging mo-

ments in the society and in hospitality industry, the training was inspiring like “a sip of 

fresh air”. On the critical side one person mentioned that she would have expected the 

trainer to provide more concrete tools, instruments and activities that would help to moti-

vate the team members. Second criticism was stating that she did not get the full answer 

to her request that she wrote down to the pre-training questionnaire. To sum-up, results 

show that the training topic “How to motivate your team to reach the goals” was an excel-

lent selection and the training met the expectations of the participants.  

 

Second question group was asking the evaluation about resources for learning. 7 people 

gave full points and rest little less on the question whether the pace of the training was ap-

propriate and not rushing. 10 people were fully agreed that the structure of the training 

was clear and easy to follow. Every participant gave 9 or more points to the statement that 

the examples covered within a training were practical. On the critical side one commen-

tary said that time for the group works could have been longer. On timing it was com-

mented that second pause could have been longer at least 15 minutes. From the positive 

side one person commented that the structure of the training was very good and trainers 

behaviour supported this.  Summing up may say that timing, the structure of the training 

and examples discussed were well prepared.  

 

Third question group was asking the evaluation on the methods. 10 people out of 12 eval-

uated the training with 10 points regarding the training being interactive. The same score 

applies for the next statement whether the training methods provided opportunities to 

share the experiences with the rest or the participants. Same results were corresponding 
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the statement whether there was enough discussion and group work in the training. All re-

spondents gave 9 or more points to the question if the examples included were systemati-

cally reflected and discussed. In one of the few critical open comments was mentioned 

that she would have expected to have after each group work the trainer to give theoretical 

explanations to describe the findings. And as well was mentioned that sharing the experi-

ences would have been more productive in case the group works using break out rooms 

would have lasted longer. However, from the positive example it was mentioned that the 

training was very interactive, well balanced between theoretical instructions and group 

work discussions. Second example was commenting knowledge sharing, claiming that it 

was one of the best feature of the training. “During the very challenging and distant times 

to share experiences, joys, worries and solutions is very uplifting”. Summing up can be 

said that methods used to conduct the training were suitable for the participants and were 

supporting the learning process. 

 

Forth question group was asking the evaluation on the educator. One of the two state-

ments in the whole survey that received highest score from all the participants was the 

question whether the trainer showed out positive and inspiring attitude, all gave 12 points. 

11 people thought the trainer was competent on the main topic covered in the training. 9 

people out of 12 rated the trainers andragogical skill with 10 points. 11 people fully agreed 

that the trainer had enough personal experience on the topic covered. There was no neg-

ative comments about the trainer. From the positive feedback it was claimed that the 

trainer was very encouraging and tolerant on building bridges between different opinions. 

Also was mentioned that the trainer was having significant personal experience on the 

covered topic which was inspiring. To sum up can be said that the trainer facilitating the 

training was well selected and professional. She was competent in the topic covered, was 

having excellent inspirational skill and, having enough personal experience on the subject 

according to the participants opinion.  

 

Fifth question group was asking the evaluation on the element of learner. The idea was to 

learn how people felt themselves during the training and which emotions were prevailing.  

11 people out of 12 felt very motivated by the end of the training and one was little less 

but still motivated. Same results can be drawn from the statement evaluating the feeling of 

being engaged: 9 participants gave 10 points and three other ones little less. 11 people 

evaluated the training bringing out the feeling of synergy between the group members. 

From the researcher’s perspective we don’t know how long was the period but it can be 

confirmed such feeling was involved. The only supportive comments to include are posi-

tive. For example, one person said that there was a strong synergy in the training despite 

the challenge to get people to talk in the beginning. To sum up can be said that the tested 
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training format was enriching the participants learning experience with synergy, motiva-

tional feelings, and feeling of being engaged.  

 

Sixth question group was asking the evaluation on the element of context. All the partici-

pants agreed that the training context provided opportunity to socialize with the other par-

ticipants. About socializing part one comment stated that it was a pleasure to meet the 

colleagues from the field in this very challenging situation and to see everybody still trying 

to remain positive. Considering that the training was fully taking place in ZOOM the social-

ization moments were very limited. Despite the fact that all participants are so called peo-

ple’s people and prefer face to face interaction many of them discovered some new posi-

tive aspect on virtual solution. For example, one person mentioned how she enjoyed 

learning the solutions that Zoom provides but that she had never used before and which 

give surprisingly efficient opportunities to turn the remote meeting engaging. One more 

feedback comment that break out rooms session could have been longer. That’s where 

the socialization process was provided the in its best form. All the participants confirmed 

that there was a socially open ambience supporting the learning process. Only one person 

was hesitating in the answer whether the lunch bag provided during the course was an ex-

cellent idea. The explanation can be related to the open commentary stating that the per-

son had a nuts allergy and it would be nice to know that beforehand. Lunch bag was in-

cluding snacks that preserve their value longer and on the other hand support the brain in 

the learning process: nuts, dried fruits, smoothie drink and buckwheat biscuits. In the op-

posite there were quite many comments claiming the lunch bag being very positive sur-

prise. As an example, “It was a wonderful surprise and 10 points for the idea and for 

showing the personal approach”.  Survey results showed that 11 people were satisfied 

with the length and density of the breaks. Final statement of the context element group 

was concerning the administrative and communicational support prior and during the train-

ing. It was the second statement out of two that was rated with maximum 10 points by all 

participants. One example “The organizing part of the training was very profound, have 

not experienced such personal approach before”. To sum-up can be said that according to 

the participants opinion test training was well organized, having enough optimal breaks, 

providing energizing food, and had an open ambience that supports the socialization 

among the participants and the trainer.   

 

Seventh question group was asking the evaluation on the element of learners input. 10 

people were convinced that during the training it was possible to ask openly and express 

one’s opinion. The idea behind this element is to give the participants chance to impact 

the course process with their input. As the sample training was short including only one 
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training day the opportunity to impact the course flow was very low. Second aspect to con-

sider is that the training took place in Zoom which sets special rules for the communica-

tion compared to the traditional classroom. One of the commentary illustrates this situation 

“This is my personal position based on using Zoom - I don't want to interfere with others or 

drive in. Being in the same class room together makes body language easier to read and 

therefore cut in if needed".  

 

Eights question group was asking the evaluation on the element of learning transfer. 9 

people out of 12 gave maximum points to the statement that the training provided practical 

knowledge which they could start applying in one’s workplace. Second question was an-

swered following the same pattern. 11 people evaluated highly the motivation gained in 

the training they could apply to the workplace. One person took rather hesitating position. 

No deeper explanation was available in the survey. However, one comment that could ex-

plain is linked to one answer:” I would have focused a little more in detailed on such com-

munication techniques. It came into conversation but then we moved on. At that point, I 

would have liked to hear more how the trainer had behave with such snappy team mem-

ber”. However, many positive comments supporting the high results were provided. The 

training was really great, refreshing and with very necessary topics at the very right time.  I 

was Inspired and keep strength and courage to move forward in the current situation.”  

“Training gave me many new ideas and I am absolutely sure that this motivating kick was 

needed at the moment so I could inspire my team at work”. “Great job, that kind of short 

training would be practical to be held among the other team leaders in my hotel. It would 

encourage them to think ideas they could accomplish together with their teams”. Finally 

comment to the question whether participants gained motivation during the training which 

could be applied at work place: “Absolutely, I cannot wait to return to work and spread that 

motivation gained with the others”. Summing up the results I can claim that the sample 

training was providing practical knowledge and motivation that the participants could apply 

at real working life.  

 

Ninth, the last question group was asking the evaluation on the element of demonstrating 

learning. 11 people out of 12 marked with 9 or higher score the statement that the test at 

the end of the training helped to retain what was learned. One person stayed in a neutral 

position grading it with 5. There were no other comments that would support deeper ex-

planation of this question.  

 

Based on the results of the survey we can claim the sample training passed the testing 

successfully. The additional fact supporting the positive testing result is connected with 

the agreement I had with the companies the participants were representing. The deal with 
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the representatives of the companies was that they can ether pay 25 euros or 30 euros. 

The decision on the amount had to be based on the value the company perceived from 

the training. Must be considered that even this relatively small amount of money is chal-

lenging for the budget of every hospitality companies in these days. Allocating money for 

any external training may be complicated to be explained to the owners. As a researcher I 

am aware that this assessment method involved is not methodologically reliable and do 

not qualify as solid proof. I used this assessment form only as a supportive measure to il-

lustrate the study. Eventually, 7 companies out of 8 decided to go for the higher amount. 

The one company who decided to go for the lower level fee, explained the decision as 

well. Explanations the company representative provided me were slightly reflecting also 

the results of the survey. There was one or in some cases two answers in each question 

that were slightly differentiating from the of majority of the answers. Shortly put the com-

pany claimed that their expectations to the training had been higher. Nevertheless, this 

does not decrease the value of the training considering the decision and feedback of all 

the other customers.   

 

To summarize, I was presenting in this chapter the results of the 3 different methodologi-

cal stages handled during the research process. The three stages were linearly linked with 

each other and forming eventually the meaningful knowledge base for drawing the final 

conclusions of the study.  
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6 Discussion 

The aim of the study was to develop a new public business training concept for the hospi-

tality sector. To support this, the following research questions were postulated:  

− What do the Estonian hospitality companies value in public training?  
− What do the participants value in public training? 
− What would be the most suitable public training concept to meet the needs of to-

days’ Estonian hospitality sector? 
 
Combining the results of the three research questions and using the theoretical framework 

would enable to conclude what elements the training concept under development should 

include. In the longer run the new concept should serve the Estonian hospitality sector 

and more specifically the concept should provide value for the participants and their em-

ployer companies.  

 

Using once again the framework of 9 course design elements by Ralf St. Clair the features 

that should be included in the new training concept based on the results of the study (Clair 

2015, 184) are described following the logic that Clair (Clair 2015, 188-189) was present-

ing when wrapping up his framework and describing how the course designing process in 

practice should look like in.  

 

 

Figure 5. Characteristics of the new training concept based on Clair’s 9 design element 

framework 

 

Before starting to design the actual course format first and most important is to deal with 

the problem postulation, what exactly the course should be arranged for or what is the 
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problem the learner has and the participation in the course could solve? In this context the 

Author uses the word customer and the customer in the present context is a larger notion 

than just an actual participant as it is also the company that invests resources to educate 

its employee. For the sample training it was found out through the study that companies 

are struggling with motivating their mid-managers who in turn should inspire their team 

members and it was decided that the target of the training in question should be mid-man-

agement who was looking for help on how to inspire and motivate their teams. These two, 

the goal and the target unified, were forming the core of the subsequent training develop-

ment and every other design element was developed in line with that aspect including also 

how to engage and open up the participants for the learning process.  

 

The first element of the format includes finding the competent educator to consult and 

train that specific topic the participants need. In the sample training the person who had 

earlier proved to be qualified and competent to develop the new training was used. Based 

on the prior research the person was expected to be an expert in the subject and hold ad-

ditionally andragogical skills as well (Kumpas-Lenk & al 2020, 7). The details of the intro-

duction of the trainer is provided in the Appendix 4. While the trainer was selected the 

strengths that the person should have were considered based on what Clair (2015, 188) 

was also emphasizing. Also during the work sessions it was also discussed how to build 

the course around the strongest skills that the trainer had to offer. Training product is 

never ready to be used without considering the context and the people who participate 

and the educator must be ready to develop the product again and again.  

 

Secondly, the learner must be held in the centre of the training design process embedded 

to the goal of the training. As Clair summarizes the key purpose here is to find what keeps 

the participant in a good learning-oriented mood and how to guide their feelings to keep 

them engaged. The survey results showed people experiencing feelings of motivation and 

synergy caused by the trainer’s systematic approach as the priority was to connect people 

and open them up to build good relations among the participants including the teacher. 

The trainer succeeded well in creating the overall feeling of trust and sustaining it until the 

in agreement with Clair: “We really are all in this together” (Clair 2015, 31).   

 

The third element of the training format considers context where and under which circum-

stances the training must be held. In the sample training the overall healthcare situation in 

the country was considered along with the impact it had on the hospitality sector. The ini-

tial plan was to carry out the sample training in a traditional or hybrid format. After discuss-

ing with the hospitality companies involved, the only option was to conduct the fully online 

training using the virtual channel Zoom. It forced the Author and the trainer to familiarize 
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oneselves with many technical aspects of virtual training not experienced much before. 

Considering the opinions received from HR experts during the study the hybrid training 

concepts including online ones are here to stay. Eventually using Zoom brought special 

value to the participants helping them to adapt to the new situation. As the study showed 

that participants expect socialization opportunities with colleagues in the field, the virtual 

environment made the situation more challenging for the organizers. However, based on 

the survey results can be said that the issue was tackled by using different technical solu-

tions available in Zoom. In the future when the group trainings are allowed again training 

sessions of this kind and nature should be held in a classroom.  

The role of the food should not be underestimated during the training as well and it should 

be planned considering the circumstances. In a sample training the idea of preparing the 

lunch bags and delivering them to the participants before the training popped up. The food 

was selected by the nutrition specialist and the main idea was to provide the energy and 

boost the brain to keep up the learning process until the end of the training day.  

 

The comfortable context for the learner was not created only with the walls and food but 

also the overall administrative support. In the sample training, the engagement started al-

ready with pre-training activities including contacting the learner and asking for the input 

for the training. The Author is convinced that the pre-training communication prepared the 

learners to conform to the actual training environment as the results of the survey were 

approving it. The key point to conclude based on the research, and supported by Clair 

(2015, 189) is that every context eventually has the elements that could be positively ap-

plied to serve the training goal. They just need to be discovered and then developed into 

the proper form.     

 

The fourth element to consider in the training concept designing is related to aims. In the 

sample training, the topic was developed using the requests from the sector. The problem 

was postulated, but since the topic “motivating people” is wide in order to meet the learn-

ers’ expectations at first the concept had to be well presented in the training description. 

The concise description stated the main features: the aim, learning outcome, content key 

subjects, study methods and target group (appendix 4). Summarizing according to Clair 

(2015, 189) - finding out what people are to learn involves communicating with the learn-

ers. As an example within the training development process the Author contacted each 

participant registered and ask about their expectation of the training: “What would be the 

main challenge they are currently facing that they hope to find the answer through the 

training?” The trainer took into account all these requests and combined the answers with 
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the topics planned and the characteristics participants hoped for - new information and re-

discovering the forgotten knowledge - were applied in the sample training as the survey 

results presented and this way the expectations to the training were met. 

 

The fifth element in designing the outstanding training concept is linked to resources for 

learning. The four main characteristic groups here are the timing, examples, structure of 

the training and materials. Based on the research customer is preferring half a day “train-

ing bites” which are cost- and time-efficient (Kumpas-Lenk & al. 2020, 7). Considering vir-

tual context which exhausts participants more, 4 hours with two 15 minutes breaks was 

optimal training time. The timing tends to be the challenge for every educator because it is 

always tempting to provide more content than the timeframe would allow. As per Clair, the 

content building of the training must start with estimating the time available. He states the 

thumb rule that after working out what can be covered in this time span half of it should be 

taken out (Clair 2015, 189). Referring to the sample training, the reduction of content 

started from the moment when the trainer described the first concept and it continued until 

the last working session. In addition to that during the sample training the time lag of the 

training plan was discovered. The keyword was flexibility as the trainer had prepared the 

so-called primary and secondary content (Clair 2015, 109.) giving the flexiblity to drop cer-

tain parts of the plan without damaging the whole training concept. It was due to the pro-

fessionalism of the trainer that it went smoothly and did not cause the negative reflection 

of the participants as per survey results. Based on the research the quantity and the qual-

ity of the examples brought to the discussion are relevant both for the participants and the 

experts. Examples can be prepared with the cost of extra time. For the sample training  

the participants were asked before the training individually and during the training as part 

of the discussion for the cases that could be reflected together using the pool of 

knowledge the group was having. The study affirmed that the key factor is to use the com-

petence and experience that the participants hold.  

 

Concerning the structure of the training the keyword was simplicity. In a sample training, 

the four hours covered 3 main topics that were similarly built up and linked to each other 

by the trainer building constantly bridges between new and discussed content.  

Finally, the handouts and presentation related matters must be commented on as being  

placed in a new perspective while using fully online training. Research showed that the 

challenges related to presentations in the classroom training are the slides being over-

crowded or text being unreadable. In online training, as the sample one was, those chal-

lenges are alleviated by the fact that presentation and handouts are much more under the 

control of the learner one oneself. Eventually less presenting and more discussing makes  

the actual training process better for the learner. The core idea of public training is to 
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share the experiences and practises as was described in sub-chapter 2.2 (see p. 8). 

Slides and materials should remain supportive elements in the training process and serve 

the function of repetition and further learning.   

 

The sixth element to consider in designing the training format is related to methods as the 

methods should always serve the objectives set for the course. According to Clair (2015, 

115), small group works are the most used method in adult training but there must be al-

ways a reason and clear task stated before sending participants to discuss in the group so 

it would not turn out to be just an amusing time filler. As was mentioned in the theory part 

(see p. 7) one of the strengths of public training is the networking opportunity, which 

means sharing professional practice and experiences. Relying on the practice of sample 

training, the small group of 3-4 participants opened up the increase of the knowledge pool, 

that with the help of the facilitator was constantly used to enhance the learning process. 

Principally, the whole training was most of all built on the creative solutions generated dur-

ing the group works which at the same time served the knowledge sharing process and 

building reliable relations among the group. Individual growth as the ultimate goal was 

reached through individual and group reflections after every group work. Despite the fact 

the training was held virtually it was possible to organize group works by using technical 

solutions Zoom provides. Participants adapt fast if clear guidance on how to use these op-

tions is given, and by the end of the course, participants were capable to manage discus-

sion related tasks similarly to classroom trainings. Referring to discussion with experts 

(see p. 38) they expect in the future the specific skills being studied individually using 

online channels. The learning of competencies that need analysing, ideating and critical 

reflection should be held in a group format and based primarily on collaborative group 

works. To conclude, the research shows that an outstanding public training concept in-

volves group works where discussion is encouraged and the discussion must be guided 

by a clear task and followed up by deep systematically maintained reflection.  

 

The seventh element of designing the perfect training concept is linked to learners input. 

Clair (2015, 137) stated, that the idea for the evaluation is to get feedback on concrete as-

pects of the learning process, but also to measure the motivation and engagement level of 

the training. The evaluation is especially relevant when the training is lasting more than 

one day, and the educator wants feedback to improve the training flow according to the 

needs of the participants. The 4-hour sample training was rather classified as micro train-

ing and therefore the learners input remained modest. However, it was not deliberately 

avoided but rather encouraged by the trainer to raise the engagement level which is the 

core driver in the learning process. Digital platform Zoom was supporting the evaluation 
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process providing communication parallelly in the chatbox. Some individual technical is-

sues that participants faced during the training were disclosed in chat and fixed by the Au-

thor acting as the technical support without disturbing the other group members. The post-

training survey results verified that participants had the feeling they could interfere with 

and have influence on the training process. Since the training was short and very inten-

sive the participants’ interference level remained low. However it is important to make 

sure all participants have this opportunity. Regarding the learner input through feedback, 

research shows that asking for the pre- and post-training input from the participants pro-

vides valuable information for the designing process of the course. The post-training feed-

back collected from the participants provides fruitful information that could be used to im-

prove the same training or develop new recurring in-depth training on the same topic.   

 

The eighth element to mention is demonstrating learning. The study showed that for the 

participants of the short business training the assessment part is an irrelevant aspect. Un-

like the formal education where students go for the degree the idea of business training is 

to provide to the learners practical solutions that they are facing in everyday work. Roth-

well (see p. 6) claims that adult learning is heavily characterized by a problem-based ap-

proach. The certificate for them is more of a ceremonial instrument that does not impact 

their professional career as much as the real knowledge gained from the training. How-

ever, in the sample training, the test was done in the end as part of the wrap-up process 

and the test was followed by the group reflection and no grades were given in the end as 

the purpose was to retain the knowledge gained during the training day. As the survey re-

sults confirmed, participants found it very useful.  

 

Experts and employers on the other hand value the assessment part of the training much 

higher. For them it is linked with the learning transfer which based on the study can be 

concluded as the ultimate aspect in measuring the outcome value of the training. Hence, 

last but not the least - the learning transfer element turned out to be the most important 

component of any business training both for the experts and employers. One of the key 

aspects Estonian hospitality companies expect is that the training is held in Estonian. 

There could be supportive materials in other languages, but the main process is prefera-

bly in Estonian to make sure the information is perceived efficiently. Customers expect the 

training to provide solutions to their real work-related problems therefore the training con-

cept should be designed to support that aspect. Based on the sample training, the pre-

training questionnaire provided the answers to each participants’ challenges which they 

would like to tackle by using the knowledge gained at the training. The study showed that 

the level of training practicality can be raised when participants receive the follow-up call 

by the training company which would motivate participants to develop the knowledge 
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gained during the course. In addition to that, the call would provide educative assistance 

to the participant who after the training wants to continue expanding the gained 

knowledge individually, to serve their employer and continue their self-development. In the 

sample training, the follow-up call was not performed due to the short timespan due to 

completing the final report. However, it was included in the developed training concept 

and would be beneficial to put into practice. Summarized by Clair (Clair 2015, 169) there 

are both technical and affective aspects involved in effective transfer of learning but the 

key considerations as in other aspects of adult educations are again motivation and en-

gagement of the learners. 

 

Regarding the learning transfer and practicality, one could state that having training held 

in Zoom would not help the hospitality sector people because they have to communicate 

with their customers and colleagues in real life situations.  The study proves that digitaliza-

tion has more and more reached also hospitality sector traditionally oriented primarily on 

the face-to-face communication. Referring to Brandler (see p. 13), due to the COVID-19 

pandemic, hotels had to adapt quickly to new regulations and operational models in order 

to survive. Digitalization was the leading dimensional side effect in the change process. 

As was previously mentioned (Rosenblad & al. 2020.), due to COVID-19 the need for in-

house and on-the-job training increased. The need for public traditional training was high 

as well, but were not allowed to take place. New circumstances demanded new compe-

tence.  

 

Permanent changes in the hospitality sector are expected (see p. 16). New technical solu-

tions will start replacing the direct contact with service providers including self-service. 

Traditional receptionists in the reception will be probably only available in a high-quality 

accommodation establishment. Also, the proportion of table service in catering is ex-

pected to decrease in the future. From the training perspective, as mentioned by the Esto-

nian Qualifications Authority (EQA) (see p. 14), certain topics as teamwork and manage-

ment are challenging to be implemented only through e-learning training. It’s where the 

experience sharing and peer to peer exchange of practice should be involved and what 

public training as format supports well.  

 

The new term hybrid learning has become widely used during the present crisis and this is 

what the experts also brought out in focus group interview. Again, referring to the EQA, 

the proportion of traditional training format increases again in parallel with the alleviation 

process of COVID restrictions. Eventually, it will be combined with online trainings which 

together form the new hybrid training concept (see p. 14).  
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To sum-up, the need for quality communication in the hospitality business remains im-

portant but providing it will be practised more and more by using virtual channels. From 

the educator’s perspective, preparing training in a hybrid format requires special technical 

skills and methodological competence. This justifies that conducting the sample training 

through a virtual channel is not only an inevitable alternative but also provides valuable 

competencies to adapt with the future trends that all the hospitality stakeholders will be 

facing.   

 

Considering the findings of the discussion the Author sees the need to develop Clair’s 9 

design element theory further. Most of the design element characteristics presented by 

Clair are considering the aspects that are needed in the process of developing outstand-

ing training. Based on the study it can be argued that context as a design element would 

need further elaboration to serve better today’s adult learning opportunities. Referring to a 

report by OSKA (Rosenblad & al. 2020), in a long run, the development of the hospitality 

sector needs to support digital development and the green turn. Encouraging the adults to 

transfer more learning experiences to virtual channels would support both of the men-

tioned trends, but this would need special approach in order to ensure the quality and out-

come are as successful as it would be in traditional classroom training context. While in-

troducing the training design elements Clair did not particularly emphasize the difference 

between a classroom and online training but only said that building engagement is as im-

portant in online training as in a traditional one (Clair 2015, 60). The study was indicating 

that to reach the same quality, the context must be designed also differently considering 

certain nuances.  

 

For example, based on the sample training, one of the challenges was related to the so-

cialization level which was tackled through intensified and more frequent interactivity ap-

plied by the trainer. This, on the other hand, influenced timing which means that not as 

much training content can be shared with the participants. Hence, the trainer be extremely 

flexible to keep advancing towards the training goals while at the same time keeping up 

the motivational flow of the training.  

 

To visualize the developmental needs of Clair’s model The Author indicated the develop-

mental needs based on the same Figure 5 as initially was used at the beginning of the 

current discussion chapter. The areas to develop are shown in green colour. 
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Figure 6. Modification of Clair’s 9 design element theory including improvement sugges-

tions   

 

The sample training brought out also beneficial context-related opportunities that online 

training implied. First, the training presentation was more under the control of the partici-

pant. If the text was too small, it could be sized up on the screen based on individual pref-

erences.  Secondly, online learning channels include chatbox option that during the sam-

ple training enabled students to give instant feedback to the trainer or tech support. This 

way a certain individual request was handled quickly and without disturbing the training. In 

a traditional learning environment, it would have been much more limited. These are just a 

few examples identified which should be elaborated and developed further.  

 

Development areas could be already the topic of the new research as the current study 

was only identifying and bringing out these aspects. The Author would be happy to sup-

port with the gained knowledge and empirical data the implementation of such extended 

research. 

 

Based on the previous discussion points presented the Author closes the present chapter 

with the sample training concept model which can be seen in appendix 5, which takes into 

account the findings of the research. The model emphasizes the training design aspects 

related to the context which was highlighted in this study as one of the key design ele-

ments to be elaborated in future training concepts targeted at the Estonian hospitality sec-

tor.  The Clair’s 9 training design element model used is dated 2015 and can be generally 

classified as a rather new theory. Among the other disclosures, the Author’s findings illus-

trate how much the world and training needs have been changed within the last 5 years - 

especially during the COVID-19 crisis.   
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7 Conclusion 

The aim of this study has been to develop a new public business training concept, which 

would create value for the customer. In the longer run, the objective of the research is to 

serve the Estonian hospitality sector by developing a practical educational basic product 

that any of the hospitality-related educational institutions could use to train its customers. 

To reach the study goal the topic of adult learning was studied seeking understanding in 

lifelong learning, public training phenomenon, and gaining insight how outstanding train-

ings are designed in order to provide best learning experience for the participants. Sec-

ondly, an overview of Estonian hospitality training scenery was formed to understand the 

needs and future trends.  

 

Then research methodology was studied and a constructive research approach has been 

used to carry out the present study. In the research part the feedback forms of the short 

courses held in Estonia in 2015-2019 by Haaga – Helia were studied by using document 

analysis as a method.  

 

A focus group interview with the hospitality training experts followed to confirm the results 

of the desk study. The aim was to find out the aspects that the participants and their em-

ployers value in public trainings.  

 

Using these findings, a sample training concept was developed and implemented on 8 

April 2021. Based on the survey conducted with participants the final training concept de-

scribed in the discussion part was developed. The research questions have found an-

swers based on the results of this study and the personal learning goals of the Author 

have been reached as well. 

 

The study found out that considering the challenging circumstances in the hospitality sec-

tor the public trainings are expected to be short and interactive “study bites”. In addition to 

traditional classroom and online format, the new hybrid combination is preferred by hospi-

tality professionals. Selection depends on the competences that people want to learn and 

the training circumstances available. Most important is the engagement and socialization 

that encourage participants to share practices and create problem-based solutions which 

are applicable later in their work environment. All the training design elements should sup-

port the growth of a self-directed learning approach that helps the participant to build their 

own learning career and this way follow the principles of life-long learning.   
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Despite the fact that the study cannot be directly transferred from the hospitality sector to 

other industries the new training concept could after relevant study-based modifications 

suit as the basic model for other industries as well.    

 

Online courses have shown their strength by being easily accessible individually for any-

one interested in developing themselves. Companies will continue seeking practicality in 

business training. Some of them have shown out hesitations toward the public training for-

mat, no matter if it is conducted traditionally or online. Successful implementation of the 

sample public business training related to this study has hopefully mitigated the hesita-

tions among the hospitality managers concerning the value of the public training format.   

 

Research value for the hospitality sector could be assessed using the criteria provided by 

the methodology used for the study. The constructive research approach model that the 

Author was applying for developing the new training concept ended with the so-called 

“market test” (see p. 19) which aimed to evaluate the functionality of the solution in prac-

tice. After successful implementation of the sample training on 8 April 2021, Estonian Ho-

tel and Restaurant Association (EHRA) has decided to organize the training for its mem-

bers using the public training concept developed within this research. This means that the 

solution developed within the research has now passed the medium-level test.   

 

The developed new training concept is relevant for the Estonian hospitality industry be-

cause it provides a feasible model of how to train people in a new era when the digital and 

online learning has arrived to stay. Even when the health crisis in Estonia and the world 

becomes normal again we cannot return to certain behavioural models already settled in 

society. Estonia’s Lifelong Learning Strategy 2020 (see p. 15) emphasizes the need for a 

more efficient application of modern digital technologies in the teaching and training pro-

cess. Additionally, it highlights the importance of creating smart teaching materials and 

methodologies to enhance the learning process in an engaging and efficient direction. The 

developed training concept is following the ambitions of the mentioned strategy.    

 

For the future the Author would like to suggest studying the ways how to digitalize the op-

erational service process in hospitality, which on one hand makes the service environment 

more efficient and safer but at the same time captures the serious risk of losing the sin-

cere and authentic human touch. Also, as an extension to the current study, the Author 

would suggest investigating how digital opportunities could be applied to encourage, moti-

vate and enhance the self-development process of each person working in today’s hospi-

tality sector.  
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Appendices 

Appendix 1. Stages of the study project 
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Appendix 2. Feedback form of Haaga-Helia short course trainings 2015 -2019 
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Appendix 3. Questionnaire for the survey after the test training 
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Appendix 4. Description of the sample training held 8 April 2021 
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Appendix 5. Public training concept for Estonian hospitality employees 

 

Public training concept for Estonian hospitality employees 

Length: 4 hours (240 minutes) 

Context: online training in Zoom 

Training 
stage 

Nr Activity 

Pre-
training 

1 Identifying the training need by discussing with hospitality leaders and 
decision makers 

 2 Finding competent expert to facilitate the training  
2 Deciding the training topic and developing the training goal: 

• Target group 
• Learning outcomes 
• Content key subjects 
• Study methods 

 
3 Selecting the training context (online learning platform Zoom)  
4 Conducting the pre-training survey to identify the participants expecta-

tions on what are their operational challenges they would like to find 
solutions for.     

 
5 Video greeting to the participants by the trainer or training organizer 

 
6 Pre-training call to each participant to ensure they are technically 

ready to join the online training  
 

7 Technical (audio and camera) check 15 minutes before the training 
starts 

Training 8 Instructing how to navigate in virtual environment and how to ask as-
sistance.   

9 Playful introduction round of the participants including the trainer 
 

10 Poll question presented to open the first topic 
 

11 Group works organized in break-out rooms for creating solutions 
 

12 Whole group reflection of the first topic 
 

13 Break for 10 minutes 
 

14 Poll questions presented to open the second topic 
 

15 Group works organized in break-out rooms for creating solutions 
 

16 Whole group reflection of the second topic 
 

17 Poll question presented to open the third topic 

 18 Group works organized in break-out rooms for creating solutions 

 19 Whole group reflection of the third topic 

 20 Individual reflection on the third topic 

 21 Break for 15 minutes to consume the brain food snack delivered to the 
participants before the training 

 22 Content recall activity on earlier covered topic through whole-group 
discussion 

 23 Brainstorming group activity in break-out rooms based on the topics 
covered earlier 
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 24 Whole group reflection 

 25 Individual exercise to create personal activity plan for the next 2 
weeks 

 26 Playful quiz in whole group format to test the knowledge gained on the 
topics covered during the training day  

 27 Whole group discussion to wrap up the training day 

 28 Participants fill in the evaluation feedback forms 

Post -
training 

29 Certificate verifying the participation sent to the participants 

 30 Follow-up call or virtual meeting with the participant 1 week after the 
training by the trainer to encourage the participant to proceed with the 
personal activity plan.  (Not applied in the sample training) 

 


