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[bookmark: _Hlk180747072]Investigate the impact of poor hiring practice on service quality and customer satisfaction: a case study of Hilton Cambridge city centre 

Introduction
This research will see what the main problem is identified in the Hilton Hotel Cambridge, also boasting about the reviews of the clients. How important it is to have employees with good experience and a barriers language. Being a four-star hotel, it is not only important to have facilities such as room service, spa, pool in the hotel, but also professionalism to achieve customer satisfaction. Also go on to analyse how professional employees feel with employees with little experience. And whether this is good or not for the company and how they behave and what consequent are there on the employees but also on the company. But it will also explain what Hilton is and where it is located. The analyse of price quality and SWOT analysis by basing on what the customers say in base to their reviews by choosing 5 negative reviews and 5 positive reviews. And to see where the real problem is at Hilton and why so many turnovers and why employees don't stay in hotels for long. And how important is the professionalism of the employees for a hotel, but also how important it is that the hotel is renovated as soon as possible, especially because prices have gone up, but the quality of services and products have not. And see how important the education of each employee is to achieve a high quality of a hotel. Used of only secondary data and case study based on searches of various sites such as library but also like google, not used artificial intelligence in any way. In the case study, the entire research process, from data collection to data analysis, is often driven by hypotheses and in some cases by a more general theory that links them. Alongside the hypotheses that guide the study, alternative hypotheses are defined. The framework of hypotheses will adapt to the empirical evidence collected. The hypotheses will be confirmed and based on this they can be changed or eliminated, and others can be added, taking them in the set of alternative hypotheses or devising new ones based on what emerged from the books read.  A multiple case study will be used to compare multiple employees and clients and their opinions, and not to predict a priori statistical generalizations for the results that will be produced.

Literature Review 
When choosing a perfect candidate for the job, choices are made through the candidate's CV where is chosen based on the work experience, the professionalism, the experience that they have in the world of industry, the flexibility and skill they have but also a basic level of elegance. After all this, a day is set for the introduction and then if everything goes well it is lowered to the bureaucratic part (Ritu,2023) states that hiring an employee is a possibility that every company evaluates over time, and especially in periods when the trend is positive. In these conditions, in fact, the employer is more inclined to invest in new resources. However, there are precise legal rules to consider, first and foremost those on the contracts that can be stipulated. Following every single step correctly is essential in order not to risk legal consequences, to ensure compliance with all contractual clauses and to be sure not to see the possibility of enjoying hiring incentives evaporate. As you well know, the important thing that a candidate must have been to offer to be able to be professional enough to be able to give the customers an unforgettable experience (Lochner et al. 2021). How important is the guest experience in the hospitality industry? In a word, a lot. Those who manage a hotel or accommodation facility know that satisfying guests is essential to build a relationship of trust and increase the likelihood of future stays, but also to receive positive reviews and increasingly improve their reputation on and offline (Deters, 2022).Guest experience refers to the set of experiences that the guest lives from the moment meets the accommodation facility until the moment of check-out. Expectations play an essential role in the formation of the guest experience, as guests are inevitably led to compare the reality of the hotel with what they imagined before departure ( Benjamin,2020).The guest experience therefore must do both with the structure itself, its rooms, its services and its staff, but also with the phase that precedes arrival, which includes the moment of booking, any communications with the reception, the guest experience on the hotel website or on the booking channel, etc (Ritu,2023). For this reason, you must have employees with a beautiful professional and communicative structure. And it is at this point that the employee tries to have Perfect candidates for their job (Undurraga,2019). Based on the professionalism and experience of a candidate, a unique experience is obtained from the clients from which the quality and price of the service is derived. The professional figures in the tourism sector are of different kinds, which is why it is also essential to know them (Shubeck et al, 2020). Before evaluating any area to apply for an internship, it is necessary to know what the possible roles are to be filled. These professionals are fundamental in the tourism sector. They are because the tourist needs to be guided by the employees if need. It is a professional sector that is constantly changing and evolving. This depends on the needs of each individual traveller that change over the years (El,2023). There is no shortage of opportunities to be hired. Experience is fundamental, but this can also be done on the field (Reynolds,2022). The existing activities in UK – as well as abroad – know the difficulties of those who are beginners (Lo,2023). For this reason, ad hoc training courses are also created for future employees. Nothing is left to chance (Tolbert,2020). Tourism and hospitality operators are indispensable and there are never enough. In any case, to be complete, training will also have to be based on new communication tools (Li,2021). Looking at some hotels in the industry, it can be observed that each of them tries to have better candidates for their profession but unfortunately there are not enough people who could work in the industry for the simple facts of money or because they want to work in another field rather than in the hospital industry (Wagner,2019). Also, because the hospitality industry It is a demanding experience, which involves you for the whole day. But it helps to understand what customers want. An enriching experience, given that you often must deal with tourists from abroad. And it is for this reason that having a vast knowledge of several languages can be an extra to be able to better learn the job (Østerud,2024). As a main example, we will use the Cambridge Hilton where they try to pass each step listed above to have the best candidate. But unfortunately, the level of candidates in the world of hospitality is not a large one so it makes it difficult for the Hilton Hotel to have workers with experience in a professional way but also with a broad language, many of the time they tend to hire people who have problems with language barriers but who often know how to do their job less well. From what can be observed from the reviews of some customers, this type of problem makes the trend of the professionalism of the Hotel suffer. In the appendix in figures 1 to 7 it is possible to observe the opinions that the various customers have on the employees of the Hotel (For the stay,2024). In the above, each of them tries to have satisfactory candidates for their industries with a lot of experience, with certain firms, with a lot of professionalism and with certain skills (Undurraga .2019).
Methodology 
As stated in the article by (Lindgreen et al. 2021), the case study, is an entire research process, from data collection to data analysis, is often driven by hypotheses and in some cases by a more general theory that links them, expressed in the form of a system of assertions. Alongside the hypotheses that guide the study, alternative hypotheses are already defined in advance, which are taken into consideration if the empirical evidence refutes the former. (Zhang et al. 2016) states that case studies are divided into holistic case studies, and multiple case studies (embedded case study). A characteristic of the case study is that it does not foresee a priori statistical generalizations for the results that will be produced. We speak of transferability of the results, if the conclusions obtained can be applied to other cases whose starting assumptions are like those of the case studied (Hancock et al. 2021). Reading the article by (Gioia,2021) it was found that the case study aims to take into account as much as possible the complexity of the concrete situation in which the events under examination occur, assuming that there are many more factors operating in the situation than can be considered in research and that this should be conducted according to a holistic approach,  that is, considering chance as a system whose behaviour is determined by the behaviour of individual subsystems. The data collection techniques used in the case studies are many and are qualitative in nature, with a prevalence of the former, given the idiographic purposes of the research. Case studies tend to collect data with particular attention to the historical reconstruction of events. (Baron,2019). In these case studies, data collection was used as the first resource of the Cambridge Hilton but also other hotels that are part of the Hilton brand but from different locations in the city centre, (DoubleTree,2024) in a generic way but in some very specific such as (Hilton,2024). The case study is more appropriate to the research done by (Hoorani et al. 2019) but also on (Cakar et al. 2021), the case study is composed of single case types such as comparing empirical date.  But above all in line with what is happening today in the world of hospitality and tourism (Mulet-Forteza et al., 2019). The following body is also based on the interrogation of (Tasci et al., 2019), which has gone to simplify reflective analyses, on a vast research of reflective studies on the problems in today's world, in hospitality and tourism, that of language barriers and cultural differences. But above all it will analyse past literature to analyse past problems but also future ones of the hospitality and tourism sector. 
Case Study
Histon Hotel situated in heart of the city Cambridge and by size is one of the largest central hotels which is situated at show in Figure 8 in the appendix the address is 20 Downing Street Cambridge CB2 3DT. Nest to the largest chain shop Grand Arcade. The Hotel offer a range of choices including a fitness centre, an on-site restaurant, piano bar, meeting rooms which some of those rooms are pet-friendly rooms (Hilton,2024). It is situated in such a good area  accessibility to numerous shops, restaurants and other tourist attractions,  in fact it is a short walk from the world and famous King’s College Chapel: 0.50 miles, Cambridge Corn Exchange: 0.20 miles, Cambridge University Botanic Garden:0.80 miles, Huntingdon Racecourse:24 miles, Newmarket Racecourse:13.70 miles Fitzwilliam Museum and the River Cam where the last one can be seen by using one of the boats available on the side of the river, the staff is really friendly and all of them have a story for every college you are going to see (booking,2024).At the Histon hotel you can enjoy the Piano bar and at the same time a good and breakfast buffet, all day dining and afternoon tea. The Hotel it is locate in a zone that if you need to travel using an airport it is just 35 minutes’ drive from London Stansted Airport. Histon Hotel offers 198 stylish suites, and all rooms come with free WIFI, air conditioning, housekeeping, refrigerator, Tv and a sofa bed at the same time guests can enjoy an all-day dining or Piano bar which offer an outstanding wine selection and cocktails and at the same time the hotels provide a Living Well Fitness gym to stay active during your journey at the hotel. For people which are travelling for work the company offers meeting rooms, executive lounge or business services for guest and for a charge of £30.00 can use the self-parking or a valet parking. You can see in figure 9 of the appendix how it is structured, Histon Hotels have a select area where pets are welcome too up to two pets per room allowed with no more than 30kg each (Guest reservation,2024). The Hilton Cambridge City Centre has an interesting story, is built where Cambridge Corn Exchange was demolished in the early 2000s and he Hotel itself opened in 2009. One of the characteristics of Hilton Hotel it was designed to engage both business and leisure travellers providing a range of services to ensure a comfortable stay. Its location has an ideal base for Cambridges many attractions including the river cam. Also, the design of the hotel’s design harmonizes with Cambridges classic architecture. In the community of Cambridge, the Hilton Hotel offer spaces for events and meetings or hosting academic conferences for business meetings and event weddings (Tripadvisor,2024). The hotel’s central location helps tourists who wants to experience the historic culture of Cambridge, and its role extend beyond just being a place to stay. Additionally, is committed to using locally ingredients, which is part of its effort to support local farm and business and itself offers a cozy atmosphere perfect for intimate dinners or casual meetings. Histon Hotel also take part in local event like the annual Cambridge Science festival or Cambridge Film Festival which this whole involvement boosts the hotels profile and reputation of it. Often the hotel collaborates with university for events or guest accommodation and many visiting scholar’s lecturers stay there. Also, the Hotels has sustainability points where this includes energy-efficient lighting or water-saving fixtures and a recycling program. Special offers are one of the options provided by hotel where are included dining credits, spa treatments or guided tours of the city. Regularly the hotel participates in charity events and support local charities where sometimes they are hosting fundraising events (Hotels,2024). It’s nice to see how they manage to blend tradition with modernity making customers stay uniquely while are in Cambridge. They have also a courtyard area where is suits for a morning cup of coffee and at the same time the host a yoga courtyard so you can enjoy fresh air while customers are working out. Each guest receives an artisanal welcome gift which can include handmade chocolate and can make guest feel a part of the Cambridge community. The Histon Cambridge City Centre have a dedicated team who can help guest during the stay whether you need a tour along the river cam or a table at a hidden restaurant or tickets for a local show. As mentioned early for travelling businesspeople the hotel has and equipped meeting rooms and a ballroom that can accommodate large events or conferences plus the business centre offer services as printing, copying and a secretarial service. Also, their special events as they are close to Christmas they host special events dinners and at the same time arrange visits from Santa for the little ones. With all this, the Hilton Cambridge City Centre make sure that guest have memorable stay whether the guest is there for pleasure or business. Each room at Histon Hotel situated in city centre of Cambridge has little touches like a pillow menu so you can choose the perfect type for the guest good sleep at night, and they are also providing shoeshine to keep customers looking sharp at all the time. In terms of accessibility the hotel offers rooms specifically designed for guest with disabilities, hearing-impaired or visual alarms. In addition to what mention above the hotel the public areas are wheelchair accessible ensuring that every guest can feel comfortable and enjoy their stay at Histon Hotel. At the same time for fitness guest beside the internal gym the company have a partnership with local cycling clubs and guest can enjoy group activities to get recommendations for routes around the city of Cambridge. In case the guest come to the Hotel with young children the site has special family packages including kids’ menu and babysitting services also offer fun activities packs to keep the little ones entertained while they are staying at the Hotel. Hilton Cambridge City Centre aims to make each guest’s stay special and pleasant to their stay needs and is fascinating how they continue to stand out with community engagement and blend of tradition.



















Descriptive information such as turnover
"A change of scenery" for a company is not always positive. It happens to have employees who leave their jobs (because they are fired or voluntarily resigned) and are replaced quickly by new hires. This phenomenon is physiological, indeed, it is often a good thing, but, if it is constant and takes on certain proportions, it can be a sign of suboptimal management of personnel and activities, as well as becoming a significant cost for the company (Minzlaff,2024). This phenomenon of "entry and exit" of employees is called turnover. The term "turnover" refers to the rate of staff turnover, i.e. the flow of people entering (hired) and leaving (resigned or fired) from a company (Carlos,2021). It is a natural process, in fact, it is usually positive and does not threaten the stability of the company, nor the continuity of production. The benefits are also seen on employees who remain: thanks to contact with new colleagues, they can feel more encouraged to continue with work and find innovative solutions to existing problems. The opposite situation is negative: too much static and too little creativity can result from a zero-turnover rate (Basnyat, 2020). The hotel suffers from these turnovers at roughly 32% this year (Mark,2024). but it is not the only one the whole industry suffers from it for various reasons The department that suffers the most from turnover in the Hilton in Cambridge city centre is that of F&B. is not only a reason for that geese that happens but many because it varies from one person to another but some more main reasons for what happens are because the hospitality industry is not well paid in general and therefore most of the of employees are trying to change the hospitality industry into a much better-paid industry like IT. 
Considering the direct and indirect costs of the "pathological" turnover of personnel and which is usually a symptom of the company's suffering, it is important to try to understand what the current situation is and intervene to reduce critical issues. (Rubenstein et al, 2018). Gather the motivations that drive employees to leave. You can do this by simply talking to employees who are leaving, or by giving them "exit interviews." It will help you understand what the internal climate is in the company and what competing companies offer, which aspire to the same talents as some else (Afzal,2019). Have company and development staff training plans in place. As we have already mentioned, one of the reasons that can push an employee to leave his job is the lack of growth prospects within the company (Islam ,2023). Involve staff in tasks and decisions. You don't necessarily have to be the most strategic choices, just start with the daily ones. To learn more, read our tips on how to engage employees (De et al, 2019). Maintain transparency in communications. Lack of transparency is a factor that negatively affects the climate in the company and the mood of employees (Biswakarma et al ,2024). Provide the right expectations, both at the time of hiring and afterward. It is important that the expectations that are given correspond as closely as possible with what is then offered (Huang et al,2022). Considering, analysing, evaluating and intervening on employee turnover is important to ensure the stability of the company and not slow down activities. It also serves to retain the most talented and qualified employees, who are often the first to leave their jobs when they feel dissatisfied (Bufquin et al,2017).



Key analyses: SWOT
SWOT analysis is one of the strategic planning tools through which companies can consider in advance the strengths, weaknesses, opportunities and threats of a given project. Its best-known representation is the graphic one, in the form of a matrix (Phadermrod,2019). The swot analyses have been done Let's focus on 6 choices – maximum 10 – to try to have a more targeted view and avoid too generic analyses that would give us too much data influenced by "fake" competitor hotels. Looking at the appendix in figures 1 and 7 we can see very well a well-defined SWOT analysis.
– strengths (e.g.: particularly nice waiter, excellent position,)
– weaknesses (e.g.: high parking cost, noisy rooms, uncomfortable beds)
– opportunities (e.g.: meeting rooms, events area, dog support, family friendly)
– threats (e.g.: opening of similar hotels in the area, price war between competing hotels)




Competitor Analysis (Price vs Quality)

The quality-price ratio is one of the most used sales arguments by companies, behind which there is the assumption that to push the possible customer to buy it is necessary to present him with the prospect of concluding a good deal. On the consumer side, it is one of the main reasons for purchase, which rests on the belief that you will get the best at the cheapest price (Kim et al, 2021). This concept, although commonly used in buying and selling, is valid only in appearance because it lacks objectivity. The fact is that quality and price are subjective variables since they depend on the perception of the individual (Cottrel,2024). Quality is difficult to define objectively, whether it is understood in the sense of value or as the set of intrinsic and extrinsic characteristics of a good. The quality of a product or service varies from person to person as a result, some individuals consider a certain good to be of quality, while others do not appreciate it in the same way.  The price, although expressed through a precise numerical datum, is also affected by subjective perception which, in addition, can vary according to the context (An et al,2022). A certain amount associated with a good may be judged too high by some people, fair or even low by others, depending on the economic availability and the value that each person assigns to money. In addition, the judgment on the price is affected by the framework in which the purchase of the service is inserted. From what has been said, it is evident that relating quality and price between them is not very reasonable (Wen,2021). The thing, then, becomes further complicated if you have to evaluate the quality-price ratio of a service, because in this case factors come into play that affect even more the individual perception: such as precision, speed of execution, courtesy and professionalism of the hotel to realize how difficult it is to make a comparison and express an objective opinion (Kim,2023). On how the public perceives the quality of the good connected to its ability to satisfy certain needs, especially those that occupy the upper part of Maslow's pyramid, related to identity, self-fulfilment and affirmation within one's social group. At this level, the quality-price ratio loses its importance and the concept of utility becomes important, so that people can make value choices independent of economic convenience, choices that make them happy and fulfilled( Jeong,2019). In what has been said so far, make a quality-price analysis by relying only on the reviews of each customer who has stayed in the Cambridge Hilton in the last four months (Curios,2024). Using about ten reviews from various sites such as TripAdvisor, Booking and Sykes cottage we came to the following conclusion. Parking too expensive, Rooms too expensive but without improvements, New hotels and B&Bs are entering the market all the time .They have 4 stars but, the menus are not up to par, parking is too expensive, the professionalism of the staff is not up to par, not all rooms have a gym, high prices, low quality, only one type of pillow, the location is worth the money but not the rooms and comfort , access to room, comfort of room, meal in restaurant.


























Theme 

On the other hand, very dissatisfied (or frustrated) customers are likely to spread negative word of mouth that not only tarnishes the image and reputation of the targeted hotel but also decreases hotel revenue by deterring potential customers. Indeed, it has been documented that one negative review from an unhappy customer can translate into the subsequent loss of 30 customers (Olsen, 2010). The key elements that can best describe the impact of poor hiring practice on service quality are therefore two:1. the absence of workers from the workplace;2. The absence of experience on the job. The quality of work can be affected on these two points, since the employees present must manage a greater workload, and it may be difficult to maintain the same quality standards. Errors and omissions can become more frequent, compromising the quality of the products or services offered by the company (Gilmartin,2021). Quality is the set of characteristics and properties of a product, process or service, which give it the ability to satisfy the implicit or expressed needs of the customer (Hangartner et al,2021). Since quality is different for every company and for every customer or user, it follows that different organizations adhere to quality standards according to their needs. However, it is necessary to have methods to manage quality in a standardized way, to satisfy the target market Lindquist et al ,2012). That's where TQM - Total Quality Management comes in: a process by which specialized entities (internal or external to the company) examine the quality of all the factors involved in the production of products or services (Luthra et al, 2021). Compromised quality of work and delays in service can negatively affect customer satisfaction. If customers perceive a decline in the quality of products or services, they may turn to competitors, which can reduce the company's retention and revenue (Ragavan,2921). Positive morale can lead to increased employee engagement and better teamwork, increased engagement and a sense of belonging to the organization, faster conflict resolution, and a healthier and safer environment for everyone. High morale also makes it easier to motivate employees and improve their performance (Gadzala,2010). But it can also lower team morale, as employees who are present or have a higher experience must endure a greater workload and may feel frustrated or demotivated. Low morale can reduce employee motivation and engagement, negatively affecting team productivity and effectiveness (Gewurtz,2016). Meanwhile, low morale is characterized by a lack of interest in the job. This usually happens when employees feel unappreciated for their efforts and can lead to absenteeism and high employee turnover. Lack of employee recognition in the workplace can be very detrimental to overall morale (Passey,2024). The type of customer service you offer your customers can make or break your business. Providing excellent customer service can make all the difference in building strong relationships, building customer loyalty, and attracting new customers (Reese,2021). But what exactly is good customer service? Good customer service means providing customer service and support before, during, and after a purchase or interaction with a business. It goes beyond meeting customer needs. You must strive to create a positive and memorable experience that leaves the customer with the feeling of being appreciated, heard, and satisfied (Strauser,2024). Providing high-quality service is one of the biggest concerns for almost every business. The quality of service can be an important factor when the customer decides which hotel to turn to for their needs. Customers have certain expectations about the level of satisfaction they get from the hotels they choose. Companies that have a habit of meeting these expectations can do good business and have a good customer base (Peskoe et al,2024). There are several studies that show the negative aspects that a company can have due to "bad hiring", some of them are: Recruitment expenses: job websites, contact times on networks... Costs of the service of a recruitment consultant if hired. Time for filtering resumes, phone and in-person interviews (Gigli,2024). Low morale in the workplace can cause low employee engagement and lead to more complaints, more conflict, dissatisfaction, toxic work environment, reduced productivity, and lack of motivation. Keeping employees, especially young people, motivated has now become more difficult than hiring them: 3 out of 4 millennials and gen Z are willing to leave their jobs by the end of the year due to the lack of growth opportunities within their company. Organizational are studying new professional development paths through the global trends of internal reshuffle and quiet hiring, i.e. a change of role within the same company through upskilling and training programs (Michelli,2008) For this reason, there is an increasing attempt to hire people with little qualification and poor linguistics, which is why the quality of the hotel's service is also low, almost non-existent (Natalia et al ,2023). The work of employees can be hindered if they must follow endless worthless rules, but some kind of direction is needed for sensitive areas such as customer service. Associates should know exactly what is expected of them when interacting with customers and providing the company's services. For most businesses, this includes friendly and helpful, a willingness to please the customer, and prompt and professional service. Additional requirements may vary, it is up to the company management to clearly communicate goals to employees. And therefore, all this can affect company on service quality and customer satisfaction (Papay,2016). Another very important point is that of the linguistic barrier. Language barriers are obstacles to communication that emerge when people who speak different languages try to interact. These barriers not only limit mutual understanding but can also profoundly affect how they perceive and interact with the world around them. When one is unable to understand or express oneself in the other's language, a distance is often created that can fuel misunderstandings, prejudices and even conflicts (Barber,1999). It's essential to break down language barriers as they can affect cultural perception, create social isolation, and limit opportunities for collaboration. For example, in the workplace, the lack of a common language can prevent effective teamwork and the sharing of ideas and in general for a hotel it can lower the quality of service (Liu,2020). Language barriers (which are encountered when a customer and the hotel staff do not speak the same native language) have a major impact on the cost and quality of hotel services, putting at risk the provision of quality services in compliance with human rights and the principle of fairness for all employees. Disparities in treatment resulting from language barriers can create inequalities and differences in client outcomes (Lo,2023). Those who encounter language barriers tend to develop a greater number of unpleasant events and flock especially to review sites. Reducing the degree of satisfaction on both sides and worsening the quality of the service (Sancak,2022). The use of interpreting services, made available by some hotels to improve communication between those who do not speak the same language, indirectly contributes to increasing the costs and duration of visits and many of the times can be unprofessional by the hotels. A hotel like Hilton is well known for its multilingual staff. (Herman,2024) This only lowers the expectations of each customer.  On the contrary, the use of free translation tools available online, such as Google Translate, can increase customer satisfaction by improving the quality of performance without any increase in costs. But there is always one point that can lower the quality of the Hilton brand (Hyerd,2018). Computer-aided an application where it translates from language to another. China, memory database, when WPS text is stolen, once there is an error, the system will automatically remind and underline the wrong place. By improving their professional level, the staff can become a qualified translator (Beiza,2024). It proves that video hosting on YouTube, online presentations, mind maps, and educational blogs effectively influences the formation of students’ foreign language communicative competence (Svittana ,2021). Tourism and international business to make them fully equipped for professional activities by developing their critical thinking skills while forming the foreign language competency. 




















Conclusions and Recommendations 
A good policy for attracting good employees (and improving the loyalty of existing ones) is to offer your staff members a "career," rather than a job. This means a reasonable and consistent salary level with competitive benefits and (most importantly) the possibility of promotions if you work hard. Associates who see benefits in long-term work are more willing to invest extra time and effort to provide customers with exceptional service. Hold regular quality of service meetings with employees. Ask contributors for reviews to improve the service. Review the training plan for new employees from time to time. If necessary, consider dedicating resources to monitoring the company's online "profile" (or hiring new staff or interns to do so). Provide the customer with a service in the customer's native language where possible to increase understanding and have more accurate results. However, with the right strategies and tools, non-native English speakers can overcome these language barriers and improve their communication skills in the workplace. Speaking slowly and clearly can help non-native English speakers understand what is being said.  Take breaks from time to time to allow others to ask questions or provide feedback. Active listening is an important skill for effective communication in the workplace. Active listening is all about focusing fully on what is being said, understanding the message, and providing feedback. It's important to actively listen to your colleagues and supervisors to ensure that you understand what is being communicated. You can also ask questions or provide feedback to show that you are engaged and interested in the conversation. In conclusion, overcoming language barriers in the workplace can be a challenge, but it's not impossible. Non-native English speakers can use a variety of strategies to improve their communication skills, build relationships with colleagues, and succeed in the workplace. By improving language skills, using visual aids, considering cultural differences, building relationships with native speakers, and staying positive and persistent, non-native speakers can overcome language barriers and achieve their professional goals. As we have seen, TQM - Total Quality Management is a management model. It is based on six pillars, also called 6Cs, because in English they are all words that begin with the letter "C": Commitment, Culture, Continuous improvement, Co-operation, Customer focus, Constant Control. These six pillars (6C) allow the quality management system to be included in the company, making it part of the company's normal procedures Amasakaa ,2021).
The research went to the conclusion that working in the world of hospitality is not easy, but it would require a lot of commitment and dedication to be able to make a career in it.

Reflective piece 
In my first week at the Hotel Hiton I was assigned a team leader from the housekeeping team. Towards the end of the first week, I had the opportunity to discuss extensively with my team leader the various problems of the hotel, such as a linguistic barrier among the employees and among the employees with the customers. Housekeeping being a very vast team from a cultural and obviously linguistic point of view, I had the full opportunity to face the problem of linguistic barriers. For me personally it was not a big problem ,being a person who speaks 4 languages Italian, Romanian, Franch and English, but a small problem of language barrier I encountered with people from the Poland, unfortunately the English of some employees was not even at the basic level , understanding myself  with them was almost impossible, we used a language more of indication and facial more than linguistic. But their luck was that my team leader was from the same native city and communicating with each other was much easier than communicating with me. And from what has been observed, the supervisors of the team were 4, each of them of a different culture and the teams were divided so that the linguistic barriers did not exist between them. From my point of view this can be an advantage but at the same time a disadvantage for others. Although it is good for them that they speak the same language, so communicating with each other what they must do throughout the day does not reveal any problem. But it can happen that the work shifts between them change and that they are done with the same problem of the linguistic barrage with other colleges. And of course, all this makes the team's land a slow runner. When we do not understand what exactly is asked of us, it can happen that it is not done as it should, and this can have repercussions on the quality and professionalism of the team. And above all, it can decay on the entire building through the reviews of the customers who may encounter this type of problem. For example, if the team leader asks to make room 346 double but for the sake of the linguistic barrier it is prepared as a single, at the time of check-in the customer will be disappointed with his expectations but also certain, because the customer pays for a double rather than for a single. Also because it happened to me to  observe an episode between a customer and an employee who was not a speaker of the English language where the customer asked him if it was possible for him to have two mineral waters to the room that it was in front of, up to here everything was fine also because understanding the room number was easy because she was told which room and could read the room number from the door . The problem dates to the moment when the employee gave him natural water instead of mineral water. It is also true that it was not a very serious problem also because it could happen even to someone who knew English very well. But this episode could create a less general to the hotel as far as the professionalism of it was concerned. In my following weeks I had the opportunity to observe directly another episode that very well addresses the problem of language barriers in the F&B department. The moment my first team leader from the housekeeping department introduced me to my second team leader from the F&B department, he introduced me to it and explained what I was doing in the Hilton Hotel for and what I had to do. In the beginning I was there to observe first how the department is made up, who it is composed of and how they worked. When the housekeeping team leader left, the F&B tutor directly started cleaning the tables without giving me any explanation of where the various dishes, glass and so on should be placed. At that point I was a little puzzled because I didn't know how to start because I didn't get any explanation from any of the Hilton teams how the F&B team worked. So, I decided to go to her and try to make her understand that I didn't know about any F&B practices.  At that point the woman answers me with little interest and told me to go to the bar because she was busy with the work and had no time for me. From my point of view, I don't think she understood either what the housekeeping team leader or what I told to her had understood. I understood that also since the F&B department was full of customers and obviously, I didn't want to put it in a situation that would have compromised the management of the team. But I just wanted her to explain to me only where I had to put the various dirty things that were on the tables but also where the clean pots were needed to put on the tables, I had not asked her to give me general information about the hotel. That's why I concluded that there was a language barrier between the F&B team leader and me, which didn't allow me to learn but I couldn't help her either. And this was not the only moment in which I tried to go to her and have my drain in her department better explained to me but every time without succeeding, she without giving me even a minimum of explanation preferred to send me to the Bar with other colleagues from the team. From these types of examples that I or listed above but also experienced in person I concluded that the Hilton hotel also tends to hire staff with a language barrier. And to be surer of my impression, I have asked the various employees why they hire people who do not know the basic language English, even if I believe working in a hotel requires a broad knowledge of foreign languages especially for those who work in direct contact with hotel customers. All this is not just a matter of one person but in the general of the hotel on the quality and satisfaction of the customer.
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Sharon m
# United Kingdom

Reviewed: 16 September 2024
On the whole a nice experience ..Cambridge is
a beautiful city and the Hilton is a good hotel
despite the problem noted

@ I would have given this hotel full marks if it had not
been for an unfortunate incident .| ordered a 0
alcohol beer at the bar and noticed | felt very
strange whilst drinking it . It then became very clear
that the beer did infact contain alcohol and | had
been served a gluten free beer rather than the zero
beer | had ordered . fortunately it is a preference for
me to not drink alcohol as had this been an allergy
or religious reason the consequences would have
been serious ..| reported the incident and was not
charged for the beer however i think that you need
to be very aware so that staff can avoid a mistake
like this in the future. | did not feel well after and it
was only through some positive thinking and
discussion with my partner which prevented it from
ruining my evening.

£ King Room

£ 2nights - September 2024
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Reviewed: 19 August 2024
Very good

@© The location is the best.

@ The attention of the staff is not as great.

£ Double Room with Two Double Beds
B3 1night - August 2024

&8 Family

@ Hotel response:

Dear Bryan,

Thank you for sharing your feedback....
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Rhona
£ United Kingdom

Reviewed: 14 April 2024
Good location but facilities have room for
improvement

The he location is perfect. Having the option of
valet parking is what made us book this hotel.

@ The room was ok however the air conditioning did
not work meaning neither of us got any sleep.

We complained the next morning but was asked
why we hadn’t complained the night before.
However we had not complained the night before
as it was late
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=9 1 night - April 2024
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Stephen m
5 United Kingdom

Reviewed: 11 August 2024
Overall excellent hotel and staff in an
excellent location

Location, cleanliness and friendliness of staff

® Bar wasn't the best run

£ Queen Room

E 2 nights - August 2024

{1,\5 Couple

(@ N |
#® Hotel response:

Dear Stephen,

Thank you for your kind words and for...
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Alexandre
B Brazil

Reviewed: 9 October 2024

Very good room and nice staff. Served the
purpose but | adapted by havind breakfast
and drinks somewhere else.

Very good accommodation, good toiletry, bedding
etc

® Food was ok at best, especially breakfast.
Piano Bar was understaffed which put a lot of
pressure in staff and resulted in slow service - | was
actually pretty much ignored for 40 mins and
walked away.
The bar was full at the occasion.

=) King Room
ﬁ 5 nights - October 2024

{’}f} Couple

® Hotel response:

Dear Alexandre,
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Joanne m
gE United Kingdom

Reviewed: 1 August 2024
Nice stay but it could be improved

The central location of the hotel

® The staff were not friendly and welcoming.
Reception staff should engage with customers on
reception

£ Double Room with Two Double Beds
=3 1 night - July 2024

8&3 Family

® Hotel response:

Dear Joanne,

Thank you for sharing your feedback with...

Continue reading
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Margaret m
5 United Kingdom

Reviewed: 17 May 2024
Very convenient and it fitted the bill for what
we needed

Location excellent and the rooms were light, airy
and spacious. There was a good selection for
breakfast which satisfied all of us.

(® One room was booked in the correct name, the
second room booking initially couldn't be found and
took some time to be located which was a bit
stressful. Also had to double check payments at
check out as again there was a bit of confusion
over one room. And one barman didn't know how to
make a GIn & Tonic from the drinks menu!
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=9 1 night - May 2024

&3 Family
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