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Abstract
This project investigates how communication contributes to better front-office service at the DoubleTree by Hilton Dartford Bridge. Observations from a professional placement prompted the study which seeks to measure how internal communication, staff teamwork and guest involvement contribute to service quality and guest happiness at the hotel. This project is based on a case study using daily fieldwork, journaling, examining internal documents and comparing with published hospitality best practices.
 
The main focus of the research is to identify the communication problems faced by the front-office team and its frequent partners such as housekeeping, food and beverage and maintenance. As a result of this analysis, both the structure and staff behaviour of the hotel’s communication have been found to make it hard to deliver top-quality services to guests at all times. Examples are when departments do not communicate well, standard procedures are not always used, employees depend on informal speaking and guest requests are not handled properly.
 
The research shows that the hotel’s service focus is intact, but frequent communication problems result in inefficiency and missed chances to serve guests. Many times, staff find ways to deal with these issues, but those solutions do not solve the main problems. In all the data, the need to clearly assign tasks, use better digital tools for team messaging and match what guests expect to what staff provide has been clear.
 
Comments from guests and employees back up these results, mainly pointing out difficulties with slow check-in, misunderstandings with housekeeping and unclear front-office staff information. Most of these problems resulted from poor communication rather than the incompetence or lack of effort from staff.
 
The study suggests several solutions for these problems. Among these are setting up regular meetings, using online tools for task assignments, making collaboration rules clearer and organising training on communication and recovering from errors. Recommended are communication-centred induction and rewards for good teamwork to support a culture of clarity and accountability.
 
Also, bringing in guest feedback in real time and making use of a set guest recovery strategy are suggested to help the company respond better and make lasting improvements. The study highlights that hotels should treat communication as both a means and a main foundation of their operations.
 
In short, the project proves that better communication at every level helps improve how staff serve guests, how happy employees are and how satisfied guests are. Although the findings and recommendations are customised for DoubleTree by Hilton Dartford Bridge, they may be helpful to other full-service hotels interested in improving their front-office efficiency and performance.
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Chapter 1: Introduction
This research examines how internal communication in the front office impacts the guest experience at DoubleTree by Hilton Dartford Bridge. As I was part of the placement program, I got to see how daily conversations among workers and with guests have an impact on the customer experience. Good communication is essential in hospitality, and it matters most in the front office which links the hotel to its guests.
 
DoubleTree by Hilton Dartford Bridge is a longstanding four-star hotel found in Kent, only a short distance from Greater London. Because it is near important roads such as the M25 and the Dartford Crossing, it welcomes many businesspeople, tourists and event guests. The hotel uses the Hilton name, a respected brand and focuses on giving guests the best possible experience. The hotel’s many rooms, conference halls, restaurant and leisure area require all departments to cooperate, and the front office is key in making that happen.
 
I noticed that how clearly and efficiently the front office communicated played a big role in determining both staff satisfaction and how guests view the quality of service. During busy times, handling guest complaints or collaborating with other departments, how well communication worked was very important for both guest experience and the hotel’s smooth running. I found that some employees were better at communication than others and this often influenced both the consistency of service and what guests said about their experiences. From these observations, it was clear that communication strategies must be investigated to find ways to enhance the experience of guests.
 
The main aim of this project is to evaluate how the current communication strategies at DoubleTree by Hilton Dartford Bridge are affecting guest satisfaction. The research also aims to spot any challenges that may stop the team from communicating well and provide useful tips to boost communication among members.
 
The research objectives are as follows:
1. To examine the internal communication processes within the front office department.
2. To assess the relationship between front office communication and guest satisfaction.
3. To explore opportunities for enhancing communication practices in order to improve overall service quality and teamwork.
 
The study used a case study approach with the focus on my placement hotel, DoubleTree by Hilton Dartford Bridge. I observed how the front office worked and the communication between its teams every day while on placement. By writing a journal, I could observe patterns in challenges, service issues and work processes and noticed how communication shaped both service and team coordination. When possible, I looked at the hotel’s standard operating procedures (SOPs) and training materials for the front office to learn about the communication routines. The findings were then compared to industry best practices using available secondary literature to point out both strengths and weaknesses. The study combined experience from working in the hotel with academic ideas which resulted in advice to help with communication and make guests more satisfied.
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Chapter 2: Literature Review
Effective communication lies at the heart of high-quality service delivery in the hospitality sector. It is especially crucial in front-office operations, where staff members are the first and last point of contact for guests and are responsible for shaping their overall experience (Bergman & Klefsjö, 2003; Walker et al., 2018). This chapter critically reviews existing literature on communication practices, interdepartmental collaboration, and the impact of these on guest satisfaction. It also evaluates communication strategies that enhance service efficiency and considers gaps between theory and real-life applications observed in the placement setting.
2.1 The Importance of Communication in Front Office Operations
The front office serves as the nerve centre of hotel operations, playing a key role in shaping the guest experience (Bardi, 2010). Strong communication within front-office teams and between departments enables the seamless execution of tasks, enhances service responsiveness, and prevents misunderstandings that may negatively affect guests (Rutherford and O’Fallon, 2007; Rutherford, 1985; Pinto, 2024). Moreover, the ability to communicate effectively is often associated with staff competence and professionalism, which directly contributes to guest perceptions of service quality (Walelign, 2019; Ugwuanyi et al., 2021; Akbaba, 2006).
 
Levine (2025) outlines that well-structured communication strategies allow hotel staff to anticipate guest needs and provide proactive service, while Pujalt (2024) stresses that even minor breakdowns in communication can lead to major service disruptions. Studies by SiteMinder (2025) and SOP for Hotel (2024) further suggest that communication failures at the front desk can cause delays, billing errors, or mismanaged bookings, leading to guest dissatisfaction and reduced loyalty.
2.2 Interdepartmental Communication and Workflow Coordination
The front office must consistently liaise with housekeeping, maintenance, food and beverage, and reservations to ensure coordinated service. Interdepartmental communication facilitates room readiness, amenity requests, complaint resolution, and personalised guest service (Veal, 2006; Kanwar et al., 2022). According to Lean Hotel System (2025), ineffective communication between the front office and housekeeping departments often leads to check-in delays, especially when rooms are not ready on time, which affects the overall guest impression.
 
Riskonnect (2025) emphasises that integrated communication platforms and cross-training between departments significantly enhance operational efficiency. Tutorials Point (2016) explains that Standard Operating Procedures (SOPs) help create a shared understanding across teams, reducing ambiguity in role expectations and service delivery standards.
2.3 Training, SOPs, and Best Practices
Consistent communication training and reference to SOPs are widely recognised as foundations for maintaining high service standards (Tewari, 2009; Uttarakhand Open University, 2021). When properly implemented, these tools support clarity in staff responsibilities and foster a customer-centred culture. Lozano (2024) highlights the role of technology in reinforcing SOPs through hotel management systems that standardise tasks and promote accountability.
 
Kamal (2024) and Zahartzis (2024) agree that front-office training must emphasise verbal and non-verbal communication, problem-solving, and emotional intelligence to ensure positive guest interactions. However, many hospitality organisations struggle to implement such training consistently, especially under resource constraints or high turnover.
2.4 Communication and Guest Satisfaction
Guest satisfaction is largely influenced by the quality and consistency of communication with hotel staff. Bitner et al. (1990) argue that “service encounters” are shaped not only by outcomes but by the interpersonal elements of the interaction. This sentiment is echoed by Shen et al. (2020), who found that empathetic and culturally aware communication leads to stronger guest loyalty and positive reviews.
 
Seyitoğlu and Yüzbaşioglu (2015) explore how strategic communication shapes guest perceptions, especially in high-competition destinations. Kensbock et al. (2019) highlight that even back-of-house staff, such as room attendants, rely on communication with the front desk to execute guest requests properly and on time, further influencing the guest experience.
Studies by Rane et al. (2023), Dawson et al. (2012) and Alhassan et al. (2024) suggest that communication gaps are particularly pronounced when interacting with international guests or those with limited language proficiency. In such cases, visual aids, mobile translation apps, and simplified check-in procedures can mitigate service barriers.
2.5 Digital Transformation and Communication Tools
Recent literature shows a growing trend toward digital communication tools such as internal messaging apps, cloud-based task trackers, and AI-driven customer interaction platforms (Anwar et al., 2024; Ingram and Desombre, 2000). These innovations support real-time information sharing and empower staff to respond to issues quickly. According to Sulek et al. (1995) and Noorani (2023), hotels that embrace such tools report improved staff performance and guest satisfaction.
 
Digital dashboards also provide managers with performance insights, which can be used to identify training needs or address workflow inefficiencies (Parasnis et al., 2023). However, Veal (2006) and Zhao et al. (2024) warn against over-reliance on technology, noting that human judgement remains essential in interpreting guest emotions and adapting communication accordingly.
2.6 Reflective Practice and Communication Improvement
The use of reflective journals by front-line staff is gaining recognition as a valuable tool for professional development (Cottrell, 2014). Reflective practice helps employees identify recurring communication challenges, such as misunderstanding of guest preferences, miscommunication during handovers, or lack of clarity in team instructions (Hospitality Net, 2025).
 
Comparing personal observations with academic and industry literature enables the identification of service gaps and supports the formulation of practical recommendations (Saunders et al., 2012; Collis and Hussey, 2014). For instance, if a hotel consistently receives negative feedback regarding wait times at check-in, reflective analysis can uncover whether this is due to staff shortage, poor coordination with housekeeping, or ineffective queue management.
 
 
2.7 Emotional Intelligence and Service Recovery
Another area closely tied to effective front-office communication is emotional intelligence, which has emerged as a core skill in service recovery and conflict resolution. Hospitality staff are often required to remain calm under pressure, particularly when dealing with dissatisfied or demanding guests. According to Zoghbi-Manrique-de-Lara et al. (2017), when staff demonstrate empathy and emotional awareness during service failures, guests are more likely to perceive the resolution process as fair and satisfactory. This, in turn, enhances the hotel’s reputation and increases the likelihood of repeat visits.
 
Emotional intelligence also plays a key role in handling cross-cultural communication. Hotels such as DoubleTree by Hilton Dartford Bridge frequently serve a diverse clientele, where cultural sensitivity and the ability to read non-verbal cues are critical for avoiding misunderstandings. As Bitner et al. (1990) and Lemon and Verhoef (2016) highlight, emotionally intelligent staff can adjust their tone, pace, and body language to suit individual guest preferences, creating a more personalised and respectful interaction.
 
In addition, staff empowerment has been found to strengthen emotional engagement and autonomy in resolving guest complaints. Ogbeide et al. (2017) note that when employees are trusted to use their discretion in service recovery, they feel more motivated and confident in addressing issues promptly. This sense of ownership often results in better communication with guests and more favourable outcomes for both parties. Consequently, communication training should not only focus on procedures and scripts, but also include components that build emotional intelligence, confidence, and the ability to improvise in dynamic service environments.
2.8 Summary and Research Gaps
The literature consistently confirms the central role of communication in guest satisfaction and operational performance. However, there is limited research focusing specifically on mid-range branded hotels like DoubleTree by Hilton Dartford Bridge, particularly in the UK context. Much of the existing evidence is either theoretical or drawn from luxury or international chains.
 
 
This study therefore aims to contribute original insights by combining first-hand observations with literature to evaluate how communication strategies affect service delivery in a specific hotel setting. It also seeks to identify practical, context-specific recommendations for improving guest satisfaction through better communication practices.
Chapter 3: Methods
This research adopts a qualitative case study approach, grounded in the context of DoubleTree by Hilton Dartford Bridge, where the placement was carried out. A case study is a valuable methodological tool in hospitality research as it allows for the exploration of real-life practices within their natural setting and offers depth of understanding in organisational contexts (Yin, 2014; Veal, 2006). The method is particularly suitable when the boundaries between the phenomenon and its context are not clearly defined, as is the case when analysing communication processes within a hotel front office. This approach supports a detailed investigation into both the procedures and interpersonal dynamics that influence guest satisfaction.
 
One of the primary strengths of the case study method lies in its capacity to combine different sources of data. In this study, data were collected through direct daily observation of front-office procedures and inter-departmental communication. These observations were recorded systematically in a reflective journal, which enabled the identification of recurring themes, service challenges, and workflow disruptions. Reflective journaling is recognised as an effective method in qualitative research because it facilitates critical engagement with the research environment and supports the emergence of analytical insights (Cottrell, 2014; Collis and Hussey, 2014). The use of observational techniques further supports the authenticity and validity of the findings, capturing non-verbal cues and informal interactions often absent in structured interviews or surveys (Ingram and Desombre, 2000).
 
In addition to primary observation, this study employed elements of netnography, or online ethnography, to access and analyse digital data such as guest reviews on platforms like TripAdvisor and Google, as well as informal feedback shared through employee forums. Netnography is increasingly used in hospitality research as it allows researchers to access naturally occurring discussions and opinions that are unfiltered and spontaneous (Kozinets, 2010). The technique is particularly relevant when investigating communication quality, as guest reviews often highlight both positive and negative service interactions in specific detail (Hildreth et al., 2001). While netnography lacks the ability to probe respondents for clarification, its strength lies in the abundance of data and the ability to analyse real-time guest experiences (Seyitoğlu and Yüzbaşioglu, 2015).
 
Further data were drawn from internal documents such as standard operating procedures (SOPs) and training manuals, where available. These documents served as benchmarks to assess whether daily practices align with institutional expectations and industry standards. Comparing these internal materials with both the observed practices and findings from the literature helps to identify gaps in communication strategy and implementation. This triangulated approach supports the rigour of the study by incorporating multiple perspectives (Saunders, Lewis and Thornhill, 2012; Chibili, 2017).
 
Despite its strengths, the case study approach does have limitations. One key concern is generalisability, as findings from a single hotel may not represent the broader industry (Yin, 2014). However, the aim of this study is not to produce statistically generalisable results but to generate rich, contextualised insights that may inform similar hospitality settings. Additionally, the researcher's close involvement in the setting introduces the risk of subjectivity. To mitigate this, reflective notes were critically reviewed, and findings were constantly compared with published academic literature to ensure analytical balance (Cottrell, 2014).
 
In summary, this research integrates a multi-method qualitative approach, combining case study design, netnography, and document analysis, to examine communication practices within the hotel front office environment. This methodological strategy is well suited to exploring complex organisational behaviours and provides a strong foundation for practical recommendations that are both evidence-based and context-specific.
 
 
Chapter 4: Findings and Discussion
Findings
This chapter presents the key findings derived from the placement project at the DoubleTree by Hilton Dartford Bridge. The analysis draws on observations during daily front office activities, a reflective journal, and a netnographic review of online guest feedback and staff-related reviews. The findings are organised into five core themes: (1) Communication and Workflow Efficiency, (2) Staff Interactions and Guest Perceptions, (3) Interdepartmental Coordination, (4) Standard Operating Procedures vs. Practice, (5) The Role of Digital Tools in Enhancing Communication, (6) Emotional Labour in Front Desk Roles and (7) Impact of Team Dynamics on Communication.
 
	Theme No.
	Theme Title
	Brief Description

	1
	Communication and Workflow Efficiency
		Examines how verbal, non-verbal, and written communication among front desk staff influences daily operations, task execution, and guest service continuity.


 
	




	2
	Staff Interactions and Guest Perceptions
		Explores how tone, clarity, and consistency in communication between staff and guests shape guest satisfaction and influence online reviews.


 
	




	3
	Interdepartmental Coordination
		Analyses how the effectiveness of communication between front office, housekeeping, and maintenance impacts service delivery and guest experience.


 
	




	4
	Standard Operating Procedures vs. Practice
		Compares documented SOPs with real-world practices, highlighting gaps caused by staffing pressures, time constraints, and informal routines.


 
	




	5
	The Role of Digital Tools in Enhancing Communication
		Evaluates the usage of digital platforms such as shared drives, emails, and guest feedback tools in supporting efficient communication and operational flow.


 
	




	6
	Emotional Labour in Front Desk Roles
		Investigates the psychological effort required to maintain professionalism and empathy during demanding service interactions and peak operating times.


 
	




	7
	Impact of Team Dynamics on Communication
	Discusses how leadership, team structure, and interpersonal rapport influence communication effectiveness and service consistency.


 
1. Communication and Workflow Efficiency
One of the most consistent observations throughout the placement period was the crucial role that communication plays in maintaining workflow efficiency at the front office. Effective verbal communication between front desk staff was essential for ensuring a smooth check-in and check-out process, especially during peak hours. There was a clear division of roles, and morning briefings were used as a way of aligning team members on the day’s goals, highlighting VIP guests, and outlining known challenges, which reflects best practices in structured corporate communication as promoted in the hospitality industry (Hayes & Ninemeier, 2004; Glion Institute of Higher Education, 2024).
 
However, instances were noted where instructions were relayed ambiguously, particularly between shifts, leading to duplicated tasks or missed service steps. While the use of a shared communication log was helpful, it was not consistently updated, which often left incoming shifts without full context. This affected the prompt handling of guest requests and contributed to slight delays in service. Literature supports the view that structured internal communication reduces service errors and increases both employee and guest satisfaction (Siguaw and Enz, 1999; Pinto, 2024).
 
Furthermore, non-verbal cues, such as gestures and eye contact, played a significant role in high-pressure moments. These subtler forms of communication often substituted verbal interactions during busy front desk periods. This aligned with previous research that emphasises the significance of interpersonal skills and body language in hospitality settings (Bitner, Booms and Tetreault, 1990; Parasnis, Deshpande and Shinde, 2023).
2. Staff Interactions and Guest Perceptions
Another important theme was how staff-to-guest communication shaped customer experience and satisfaction. Online reviews from platforms like TripAdvisor and Google revealed that communication clarity, tone of voice, and attentiveness were frequently mentioned by guests as factors that influenced their perception of the service. Phrases such as “welcoming tone,” “friendly smile,” or “unclear information about breakfast times” consistently recurred.
 
Positive interactions often centred on proactive communication—offering local information, clarifying billing details, or explaining how to access hotel facilities. This aligns with broader industry findings that rank clear, empathetic, and anticipatory communication as one of the most significant contributors to positive guest experiences (Amadeus Hospitality, 2024).
Conversely, dissatisfaction was often triggered by the failure to communicate essential information, such as Wi-Fi passwords, car park arrangements, or room readiness.
 
This was echoed in reflective journal entries where moments of tension emerged from vague or rushed communication. Guests frequently requested room upgrades or late check-outs, but unclear policies or differing staff interpretations caused occasional friction. This highlighted the need for consistent staff training on scripted responses and policy articulation, as inconsistencies can undermine trust and loyalty (Dawson, Madera and Chen, 2012; Shen, Qian and Chen, 2020).
3. Interdepartmental Coordination
Effective interdepartmental communication, particularly between the front office, housekeeping, and maintenance teams, emerged as a key determinant of service success. Coordination with housekeeping was essential for early check-ins and special requests yet delays in updating room readiness status led to avoidable guest frustration.
 
In one observed case, a guest was informed that their room would be ready within 15 minutes, based on the assumption that housekeeping had finished. However, the delay extended beyond 30 minutes because the room was still under inspection. This misalignment stemmed from the absence of real-time communication between departments. Similar breakdowns were observed when maintenance tasks were not logged clearly, causing confusion over whether guest complaints had been resolved.
 
SOPs for interdepartmental communication were found to exist in training manuals, yet the practical implementation of those processes often depended on staff experience and workload. According to Veal (2006), the complexity of service delivery in hospitality requires a fluid yet formalised communication structure, particularly for operations that involve multiple departments working simultaneously.
 
Online reviews further corroborated the need for strong interdepartmental communication, with guests expressing frustration when they were made to wait for luggage delivery, additional towels, or room changes due to miscommunication between front office and other teams (Kanwar, Sharma and Bakshi, 2022; Zahartzis, 2024).
4. Standard Operating Procedures vs. Practice
A critical area of the findings involves comparing SOPs with the real-life execution of tasks. The hotel’s front-office manual, accessible during the placement, detailed procedures for handling guest complaints, prioritising tasks, and following a structured check-in checklist. However, due to staffing shortages or time constraints, some of these procedures were either partially followed or skipped altogether.
 
An illustrative example was the check-out procedure. According to SOPs, front desk staff were expected to ask guests about their stay, log any complaints, and offer to arrange transportation if required. In practice, when queues built up, these procedures were sometimes reduced to a simple payment collection, with minimal guest engagement. This led to lost opportunities for feedback collection and service recovery.
 
The reflective journal noted several instances where ad-hoc practices became normalised, especially when experienced staff preferred their personal routines over the manual. While adaptability is an asset in fast-paced environments, deviation from standard processes can lead to inconsistency, particularly with new or temporary staff who rely on SOPs as a guide (Collis and Hussey, 2014; Tutorials Point, 2016).
 
These findings reinforce the importance of integrating SOPs into daily routines not just through induction but through ongoing supervision and reinforcement. Communication training that re-emphasises SOP adherence could reduce variability in service quality (Uttarakhand Open University, 2021; Tewari, 2009).
5. The Role of Digital Tools in Enhancing Communication
Digital communication tools were partially integrated into front office operations, although not uniformly utilised. Email remained the primary form of communication with external agencies, while messaging platforms and shared drives were used internally to assign tasks or pass on instructions.
 
There was potential for greater use of mobile platforms to streamline interdepartmental updates—particularly with room readiness and guest complaints. A staff member pointed out the limitations of using paper-based logs and highlighted that delays often occurred because maintenance reports or room updates were not synchronised in real time.
 
Digital solutions are increasingly recognised in the literature as enablers of faster, more reliable communication in hotels (Anwar, Deliana and Suyamto, 2024; Lozano, 2024; Hospitality Upgrade, 2024). Hospitality Upgrade, 2024), with research indicating that tools such as virtual mirroring and digital dashboards can enhance transparency, responsiveness, and ultimately customer satisfaction (Gloor et al., 2021). The underutilisation of such tools at the Dartford Bridge location may represent a missed opportunity for efficiency gains.
 
Nevertheless, the use of digital guest feedback forms was a positive step. Several guests filled in post-stay feedback via email links, which provided insights into their service experience. The feedback was then reviewed by management and shared during weekly meetings, forming the basis for operational improvements. This loop between communication, feedback, and action represents good practice and aligns with contemporary expectations in guest service management (Danurdara & Paramitha, 2022; Sulek, Lind and Marucheck, 1995; Lemon and Verhoef, 2016; Sambhanthan & Good, 2013).
6. Emotional Labour in Front Desk Roles
Another significant theme that emerged from observations and reflections was the emotional labour involved in front desk responsibilities. Staff were expected to maintain a composed, friendly, and professional manner even in the face of difficult guests, last-minute complaints, or technical malfunctions. Emotional regulation, particularly surface acting, was a routine aspect of guest-facing roles, especially during high-pressure moments such as check-in bottlenecks or group arrivals.
 
Despite personal stress or fatigue, team members demonstrated considerable effort in presenting a consistent service image. This aligns with findings by Hochschild (1983) and more recent studies (Zoghbi-Manrique-de-Lara, Suárez-Acosta and Guerra-Báez, 2017) that highlight emotional labour as a critical but often overlooked component of front-line hospitality work.
 
Online reviews frequently referred to staff members being "kind despite being busy" or "calm even when systems were down", indicating that emotional labour, when executed well, had a direct influence on guest perceptions of professionalism and empathy. However, several reflective entries noted signs of burnout and emotional fatigue among long-shift staff, suggesting a need for better support mechanisms, such as structured breaks or access to wellbeing resources (Kensbock, Patiar and Jennings, 2019; Gremler et al., 2006).
7. Impact of Team Dynamics on Communication
The internal dynamics of the front desk team also played a role in shaping the overall communication quality. During the placement, it was evident that shifts led by senior staff with strong leadership and interpersonal skills ran more smoothly than those lacking such guidance. Informal mentoring relationships within the team helped newer employees learn effective guest-handling techniques, while strong rapport among team members encouraged more transparent communication during handovers.
Conversely, shifts with a mix of temporary and permanent staff often experienced tension, partly due to differing familiarity with systems and procedures. Inconsistent teamwork sometimes led to avoidable mistakes, such as missed wake-up calls or miscommunication about room types. These findings reflect Ingram and Desombre’s (2000) argument that cohesive teams in hospitality settings are more likely to deliver high-quality service outcomes.
 
Moreover, conflicts, though infrequent, tended to arise from poor delegation and unclear expectations, particularly when task assignments were not communicated clearly at the start of the shift. Such issues point to the importance of team briefings and strong leadership communication in maintaining cohesion and performance (Larsson and Bowen, 1989; Riskonnect, 2025; Wijaya et al., 2024).
Discussion
Research has shown that how staff communicate with each other greatly affects the experiences of guests and the job performance of everyone at the DoubleTree by Hilton Dartford Bridge. When the evidence collected during the placement is compared to current academic thoughts, it appears that internal communication is more than a functional process; it is also a major tool for providing services, employee satisfaction and smooth operations (Ariffin et al., 2018; Jawabreh et al., 2022).
Internal Communication as the Foundation of Service Quality
The theme revealed a strong focus on how well internal communication works. It was obvious during the placement that regular communication between front office staff and other departments such as housekeeping and maintenance, played a major role in how fast guest requests were resolved. This observation is similar to what Bitner et al. (1990) and Baggio & Cooper (2009)	found, where communication errors were often a main reason for service failure as it lacks knowledge transfer. The careful teamwork seen at check-in times indicated that communication is part of every service interaction (Walelign, 2019).
 
Feedback was often exchanged on the spot by team members at daily handover meetings and short team gatherings. In addition to digital logs, informal chat among crew members was a complementary way of communicating. This points to the same conclusion as Kensbock et al. (2019), who found that a mix of planned and unplanned communication supports the fast-moving needs of hospitality.
Communication Challenges and Departmental Silos
Despite the strengths observed, communication challenges also emerged, especially during peak hours when housekeeping responses were delayed due to message congestion. This supports the argument by Riskonnect (2025), who emphasised the dangers of communication bottlenecks caused by insufficient coordination systems. Moreover, the friction that occasionally occurred between front office staff and food and beverage departments reflects the silo mentality that can exist in hospitality settings (Lean Hotel System, 2025).
 
In contrast to the ideal models promoted by Siguaw and Enz (1999), which advocate seamless cross-functional integration, the placement hotel occasionally exhibited misalignments in guest information sharing. For instance, special requests made during booking were sometimes not communicated to room service or concierge teams. This echoed concerns raised by Pinto (2024), who underlined the importance of effective internal networks that transcend departmental boundaries.
 
Another significant barrier to internal communication observed during the placement was the varied digital literacy among staff members. While newer recruits seemed comfortable using the property management system and handheld communication devices, longer-serving employees expressed difficulty adapting to these tools. This variation often led to delays in recording guest information, missed updates, or reliance on verbal messages that were not always passed along accurately. This phenomenon mirrors the findings of Pujalt (2024), who suggests that successful communication in hospitality must account for generational differences in digital comfort, offering tailored training and consistent support.
 
Furthermore, organisational culture played a key role in shaping communication habits. At DoubleTree by Hilton Dartford Bridge, there was a strong emphasis on professionalism, but at times, this formality discouraged frontline staff from openly discussing operational concerns with senior managers. This reluctance was not unique; Zohar and Luria (2005) have previously noted that rigid hierarchies in service environments can suppress bottom-up communication, leading to blind spots in service quality monitoring. Encouraging a more open-door culture, where staff feel psychologically safe to share insights or raise issues, may help reduce such gaps and promote greater cohesion, according to Dewi et al. (2022).
 
In addition, cultural diversity among team members influenced communication dynamics in both positive and challenging ways. On the one hand, the multilingual capabilities of the staff enhanced guest service delivery, especially with international guests. On the other hand, minor misunderstandings sometimes occurred between colleagues due to language barriers or differing communication styles. As Zahartzis (2024) highlights, successful hotels proactively invest in intercultural communication training to foster better collaboration and minimise conflict in diverse teams. Incorporating such training at the placement hotel would strengthen both teamwork and guest service consistency (Londhe, 2023).
 
Lastly, the issue of information overload must be considered. During the busiest shifts, especially at weekends, staff often received multiple updates simultaneously via email and verbal instructions. This occasionally led to confusion, with priority tasks being delayed or duplicated. As Larsson and Bowen (1989) emphasise, communication design must be carefully managed to ensure that essential information is not lost in the noise. Streamlining communication channels, perhaps through task-based digital dashboards or clearer SOPs, could alleviate these challenges and support more effective workflow management.
Staff Engagement and Communication Satisfaction
The positive link between clear internal communication and employee morale was another consistent theme. Team members expressed that clear guidance and mutual support contributed to a sense of purpose, especially during high-pressure periods. This is consistent with Dawson et al. (2012), who found that communication satisfaction significantly affects managers’ performance and team cohesion. Similarly, Parasnis et al. (2023) noted that hospitality graduates place high value on communication training as part of their job readiness, further validating the role of interpersonal communication as a developmental tool.
 
However, some junior staff reported inconsistent feedback and unclear performance expectations. This suggests that while front office leadership invested in communication, there were gaps in training consistency and mentoring. These issues echo Ingram and Desombre’s (2000) argument that communication must be embedded within broader team development strategies to ensure organisational coherence.
Service Recovery and Complaint Resolution
Communication also played a vital role in service recovery. On one occasion, a delayed check-in due to overbooking was mitigated through transparent dialogue with the guest, which prevented dissatisfaction from escalating. This type of responsive communication supports the service recovery framework proposed by Ogbeide et al. (2017), where empowered staff who communicate effectively are better equipped to regain customer trust.
 
However, it was also observed that some front-line staff hesitated to escalate issues, relying instead on supervisors to manage conflicts. This may suggest a lack of confidence or unclear boundaries regarding decision-making authority. Larsson and Bowen (1989) stress that organisations must ensure clear design and coordination mechanisms that empower all staff members to act within defined limits, an approach that could benefit the placement hotel’s internal communication strategy.
 
Role of Technology in Facilitating Communication
The placement also shed light on the impact of technology on communication flows. Front office systems such as PMS software and intercom tools facilitated real-time coordination. Lozano (2024) discusses how such technology enhances front desk efficiency, and this was certainly observed at the Dartford Bridge location. However, occasional connectivity issues and system errors did create brief disruptions, highlighting the importance of contingency communication strategies and manual backups as per Camilleri (2015).
 
Moreover, digital systems were sometimes underutilised due to lack of training or user resistance, particularly among senior staff. This supports Anwar et al. (2024), who argue that successful digital transformation in hospitality hinges not only on infrastructure but on staff acceptance and competency development.
Implications for Front Office Operations
The research findings suggest that communication training should be prioritised in front office onboarding programmes. As Kamal (2024) suggests, understanding communication strategies is vital for achieving high levels of guest satisfaction. The placement experience shows that when staff have access to well-defined communication protocols, they are better prepared to respond to guest needs, thereby increasing operational efficiency.
 
Moreover, the role of supervisors as communication facilitators became evident throughout the placement. The leadership of the front office manager significantly influenced how smoothly handovers were conducted and how effectively unexpected challenges were addressed. This reflects the literature by Seyitoğlu and Yüzbaşioglu (2015), which highlights strategic communication as a leadership responsibility in the hospitality sector.
Limitations of the Study
While the findings provide valuable insight into the internal communication processes at the placement hotel, the scope of the research is naturally limited. As a single case study based on one location of a larger international hotel brand, generalisability to other properties or hospitality businesses should be done with caution. As noted by Collis and Hussey (2014), case studies offer depth but lack breadth, and results may reflect specific situational factors such as team dynamics or management style at a given time.
 
Additionally, not all staff members were equally accessible for interviews or informal discussion, which may have limited the range of perspectives captured. Furthermore, while guest feedback provided secondary evidence, it was selectively sampled from public platforms rather than systematically collected.
Operational Significance
Despite its limitations, the study holds practical relevance. The recurring theme of real-time, two-way communication as a driver of guest satisfaction reinforces the need for hotels like DoubleTree by Hilton Dartford Bridge to continuously invest in staff communication skills, cross-departmental briefings, and technological tools that support transparency (Bengsch, 2016; Tagah et al., 2024; Vargas-Calderón et al., 2021). As Lemon and Verhoef (2016) explain, customer experience is shaped not just by visible service encounters but by backstage processes, of which internal communication is a critical part.
 
The placement hotel would benefit from establishing clearer SOPs related to interdepartmental communication and expanding performance feedback systems to support junior staff. Integrating regular internal communication audits could help identify bottlenecks and adapt practices to evolving team needs. Moreover, a culture that actively supports open dialogue, cross-training, and feedback would enhance employee satisfaction and retention, as supported by Zoghbi-Manrique-de-Lara et al. (2017).
Chapter 5: Conclusion and Recommendations
Conclusion
The project focused on how internal communication supports front-office activities by using DoubleTree by Hilton Dartford Bridge as an example. The purpose of the study was to figure out how the way departments and staff communicate affects both service and the satisfaction of guests. Adopting a case study model involving daily observation, writing a journal, reviewing Standard Operating Procedures and collecting academic data and information on the internet, the research has revealed important strengths, weaknesses and opportunities in the hotel’s communication.
 
The research shows that good internal communication is key to both the smooth running of operations and the satisfaction of guests. This has been shown again and again through themes found during placements, including challenges with communication, understanding roles, coordinating departments, the power of leadership, staff moods and how digital tools are used. These themes are supported by existing hospitality literature which emphasises that coordinated communication is essential for successful hotel operations (Veal, 2006; Tewari, 2009; Ogbeide et al., 2017).
 
Communication challenges have been found to result from both the way organisations are structured and from people’s behaviors. Inconsistency in delivering services was often caused by changes in how information was passed and a lack of clear SOPs. For example, some people at the front desk did not know about updates from morning briefings or emails which led to guest information being misunderstood. This issue matches the findings of Siguaw and Enz (1999), who explain that inefficient operations are often caused by poor communication.
 
There were signs during the placement that employees did not trust or open up to each other in different departments. Many times, team members in front-office positions avoided giving feedback or questioning orders which points to there being little psychological safety. Zahartzis (2024) agrees that creating a culture that supports open communication is key to immediately detecting and solving problems with services. Strahl (2024) also notes that employees who feel included and appreciated are more likely to interact positively with each other and guests which was clear when team briefings welcomed all voices.
 
Another important theme is interdepartmental communication and its impact on guest experience. The placement findings showed that misaligned priorities between departments sometimes caused delays or inconsistencies in service. For example, when housekeeping and reception staff did not coordinate check-in readiness effectively, guests were occasionally left waiting. Such issues mirror the challenges noted by SOP for Hotel (2024), who identify interdepartmental collaboration as a common weakness in hotel operations. These disruptions, although often subtle, can significantly affect a guest’s perception of service quality as per Nwokorie & Adeniyi (2021).
 
Equally, the role of training and standard operating procedures (SOPs) cannot be understated. While DoubleTree by Hilton Dartford Bridge had clearly defined SOPs, the inconsistent application and lack of regular refresher training meant that communication standards varied widely between shifts. The literature supports this observation. Tutorials Point (2016) and Pinto (2024) both advocate for continuous training and reinforcement of SOPs to ensure uniform service delivery. The research therefore suggests that SOPs should not be static documents but evolving tools that are regularly reviewed and communicated to all staff.
 
An encouraging aspect of the research was the identification of positive communication practices, particularly the use of digital tools to streamline updates. The hotel employed a centralised booking system for immediate communication. These tools, when used properly, facilitated a smoother service flow. However, the data also revealed that not all staff were equally proficient in using these technologies. According to Parasnis et al. (2023), this digital divide is common in hospitality, particularly in teams with mixed levels of experience. Training in digital tools, tailored to staff needs, emerges as a key recommendation for enhancing communication equity (Farrell, 1973).
 
The findings showed that communication has a strong emotional aspect. During stressful times, how staff was informed had a big impact on how happy they were at work. If the instructions changed suddenly or were not clear, staff members became more stressed. When shift leaders spoke clearly, respectfully and in a timely way, the staff was more excited and efficient. According to Dawson et al. (2012) and Kensbock et al. (2019), internal communication does not only focus on operations; it also affects the feelings and actions of service staff.
 
The approach of case studies was highly effective for this research. Combining what was noticed, personal reflections and online feedback from guests and staff, the study recorded both standard practices and individual experiences. Using this approach, I was able to study how people communicate in the moment and how they see it happening. Veal (2006) points out that case studies provide insights that more general studies often do not notice.
 
The project highlights that communication should be treated as a key priority, rather than something to react to. The hotel, much like others, puts more effort into guest services and less into how employees communicate among themselves. According to Riskonnect (2025), better communication among departments can greatly decrease operational risks and help the organisation become stronger. For this reason, communication should be included in performance evaluations, training sessions and quality control measures.
 
This research has some limitations. While the time I spent there gave me good information, it was only a small part of the hotel’s overall work. At times of high demand, staff changes or when faced with new technology or rules, the way communication happens can be affected. Besides, only selected information was available and private management sessions were off-limits, preventing a full understanding of the company’s strategic communication. Yet, the mixed-methods method allowed us to understand the subject enough to give useful recommendations.
 
Moving ahead, the study points to various directions for further research and practical use. To start, comparing hotels within the Hilton group or with other hotel brands might confirm and increase the findings. Furthermore, studies that last for an entire year might reveal when communication changes due to seasonal or special events. Additionally, examining how guests see service quality in relation to staff communication is important, as more hospitality researchers are now using netnographic methods (Anwar et al., 2024).
 
All in all, this study proves that strong internal communication is essential for achieving service excellence in hospitality. Every aspect of running a hotel, from welcoming guests to boosting staff spirits, from setting department goals to using technology, depends on communication (Kansakar et al., 2017). Results from DoubleTree by Hilton Dartford Bridge both reveal the present practices and suggest options for future improvements. Focusing on clear, inclusive and constant ways to communicate can make service better, please staff more and help guests remember their visit.
 
 
 
 
 
 
 
 
 
Recommendations
Using the results from the research and what was observed during the placement, a number of helpful strategies have been made to fix communication-related service problems at DoubleTree by Hilton Dartford Bridge. These tips are designed to improve the way things are done, help different departments cooperate and make guests happier.
 
There are four main areas of recommendations: how the company communicates internally, handles front-desk work, engages its staff and reviews guest comments.
 
Enhancing Internal Communication
· Introduce Standardised Communication Protocols: The hotel should develop a set of communication guidelines tailored to each department to minimise inconsistencies in message delivery. Implementing daily morning briefings and structured shift handovers would ensure all departments operate with a shared understanding of current tasks, challenges, and guest expectations.
· Adopt a Unified Digital Communication Tool: Current reliance on verbal messages and handwritten logs often results in message loss. A unified digital tool, such as a mobile-based task management platform, would allow departments to assign, track, and complete tasks in real-time. Platforms like Slack or Microsoft Teams have been successfully implemented in similar-sized hospitality organisations to bridge communication gaps (Deliana et al., 2024).
· Appoint Communication Champions: Designating communication leads in each department would create accountability and promote consistent updates between teams, especially during peak hours or when large groups check-in.
Improving Front-Office Efficiency
· Develop a Digital SOP Handbook for Front-Office: Many operational procedures were verbally shared or inconsistently followed. A digital version of the front-office SOP, accessible on tablets at the desk, would streamline check-in/check-out processes and promote uniform service delivery (Tutorials Point, 2016; Bahl, 2024).
· Real-Time Room Status Updates: Collaboration between front-office and housekeeping was often delayed by manual updates. Using integrated PMS systems that instantly reflect room status changes would allow for faster allocation, reduce wait times for guests, and improve workflow predictability (Lean Hotel System, 2025).
· Create a 'Busy Period Protocol': Establishing a protocol for high-occupancy days, including extra float staff, task prioritisation, and department-wide coordination strategies, would ensure smoother operations and reduced service delays (Pujalt, 2024).
Strengthening Staff Training and Engagement
· Communication-Focused Induction Programmes: New employees should undergo an induction focused specifically on communication standards, tone, and situational language use. This is especially useful for international staff or those with limited experience in guest-facing roles (Parasnis et al., 2023).
· Interactive Scenario-Based Workshops: Monthly training sessions involving role-play exercises that simulate communication breakdowns and guest complaints would build empathy and improve employee responsiveness (Jogalekar and Jadhav, 2024; Marks, 2010).
· Recognition of Communication Excellence: Launching a staff recognition programme that rewards effective interdepartmental communication or outstanding guest interactions would reinforce positive behaviours and boost morale (SOP for Hotel, 2024).
Integrating Guest Feedback into Operations
· Analyse Guest Reviews Weekly: Comments on online platforms frequently mention communication lapses. Setting up a system to monitor and categorise guest feedback by theme (e.g. delays, attitude, miscommunication) would allow for targeted improvements.
· Establish a Post-Stay Survey with Open-Ended Questions: Surveys should ask guests to describe any miscommunication or positive communication experiences. This qualitative data can guide future training and process revisions (Zahartzis, 2024).
· Introduce a Guest Recovery Protocol: Equipping staff with guidelines on how to respond when communication breaks down ensures issues are resolved promptly and guests feel heard and valued (Ogbeide et al., 2017).
 
Implementing these strategies will require commitment across departments and support from senior management. However, the benefits—such as increased guest satisfaction, improved workflow efficiency, and higher employee engagement—are significant. When communication becomes a strategic priority, the entire service ecosystem improves. This research has demonstrated that even small changes in communication practices can yield substantial operational benefits, especially in high-demand environments like full-service hotels.
 
By adopting these recommendations, DoubleTree by Hilton Dartford Bridge has the opportunity to position itself not only as a leader in guest satisfaction but also as a workplace that values collaboration, clarity, and continuous improvement.
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