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Abstract
This research project is a critical analysis of the relationship between the styles of interdepartmental communication, management practises, and its effects on the delivery of guest service at Delta Hotels by Marriott Tudor Park Country Club, in Bearsted, Maidstone, Kent. The hotel is a part of the Marriott Group and operates in an extremely competitive hospitality industry where quality guest satisfaction and service delivery are two areas of performance priority. This research aims at investigating the role of communication within various departments in improving the effectiveness of operations. The front-of-house and the back-of-house is the key to making sure that rooms are prepared, customers are greeted and serve them well. However, communication breakdowns remain a perpetual problem to the entire hospitality business that eventually leads to service delays, inefficiency in the operations, and dissatisfaction among customers.
The main objective of this research was to investigate how different intervention styles of interdepartmental communication affects the procedures of hotels, whether flow of information affects service delivery and define what role of managerial communication practises play in ensuring the same service. The study was focused on determining how communication malfunctions and conflict across the departments impact the satisfaction of guests and service recovery, and how the existing strategies can enhance cooperation and boost the experiences of guests. To achieve the research objective, a qualitative case study approach was embraced with the research onion model of Saunders, Lewis and Thornhill guiding the researcher throughout the study. The research design employed a mono-method secondary research design, which relied on the peer-reviewed journal articles and industry literature published in the last five years. The high-quality sources were retrieved by using inclusion and exclusion criteria and evaluating them with regards to the CASP checklist.
The results confirm that the interdepartmental communication is a key factor of operational efficiency and guest satisfaction in hotel settings. There are formal, organised, and formal communication among the departments, which help in ensuring that coordination is easier, there are fewer interruptions in services and a greater delivery in services to the guests. Conversely, informal, or disjointed communication raises the number of misunderstandings, delays, and errors, thereby impacting adversely on the service quality. 
On the other hand, service failures, complaints by guests, and poor service recovery procedures were associated with the breakdown of communication and interdepartmental conflict. Lack of co-ordination within departments leads to rise in operational inefficiencies and a drop in the perception by the guests on the professionalism of the department. These results confirm that communication is not merely a work instrument, and it is also a sociocultural aspect that influences the relationships among the staff, service behaviours, and experiences of the guests.
Based on the findings of the study, some effective recommendations are provided. These involve the introduction of systematic daily briefings and shift passing, the improvement of real-time electronic communication with the help of integrated property management system, the elaboration of coherent standard operating procedures to organise the work of different departments, and cross-training to enhance empathy and collaboration. Also, to maintain the working process and the level of service, managerial dedication to unrestricted feedback and conflict management systems is necessary.
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[bookmark: _Toc220688915]Figure 1: Delta Hotels by Marriott Tudor Park
Source: Marriott Bonvoy (2026)
The Delta Hotels by Marriott Tudor Park Country Club, Ashford Road, Bearsted, Maidstone (ME14 4NQ), is a leading four-star hotel that provides all guest facilities such as leisure facilities, dining areas, and conferencing facilities in the Kent countryside (Marriott Bonvoy, 2026). The premises are a part of the international Marriott chain, and it caters to business and leisure travellers spanning around 30 miles to London and it focuses on comfortable and quality service settings. 
Gesture of satisfaction among the guests is an important performance factor in the competitive hospitality industry in the United Kingdom. Haenraets (2025) has shown that the early contact as the guest receives to the front desk can contribute to a total satisfaction score of 20-40%. Alshurideh et al. (2024) highlight the importance of quality of communication in determining the perception of services, loyalty, and repeat visits. 
[bookmark: _Toc220686360]Aims 
The aim of the study is to critically analyse the relationship between communication styles and management practises among the critical hotel departments, especially the front desk and housekeeping. Additionally, it also aims to analyse the impact of the concerned relationship on the operational effectiveness and guest satisfaction at Delta Hotels by Marriott Tudor Park. 
[bookmark: _Toc220686361]Objectives 
· To investigate the impact of various communication styles within departments on the efficiency of the operations in a hospitality organisation.
· To determine the importance of information flow and coordination of front of house and back of house and their contribution to the development of guest service delivery.
· To assess the value of managerial communication practises towards the consistency and the quality-of-service delivery within the departments.
· To determine how communication breakdowns and interdepartmental conflict impact the guest satisfaction and service recovery.
· To examine solutions and best practices which may enhance cross-department communication and the overall guest experience.
[bookmark: _Toc220686362]Research questions 
· What is the effect of various interdepartmental types of communication within hospitality organisations on operational effectiveness?
· How does flow of information between front of house and back of house teams’ impact on delivery of guest service?
· What is the impact of managerial communication practises on consistency and quality in the guest service outcomes?
· How do the communication failures and interdepartmental conflicts affect guest satisfaction and recovery of services?
· What communication management measures are the most useful in enhancing the collaboration and overall guest experience?
[bookmark: _Toc220686363]Research rationale 
The significance of this research is in the fact that interdepartmental communication is the key to the provision of high-quality guest service within hospitality organisations. In hotels like Delta Hotels by Marriott Tudor Park, the satisfaction of guests is determined by the effective coordination between front-of-house and back-of-house staff. Emeafor et al. (2025) states that the miscommunication may result in delays in services, uneven standards, and decreased loyalty of guests. 
[bookmark: _Toc220686364]Problem statement 
Although service standards are already established, the problem of communication gaps among various departments is still a typical issue in hotel management (Patafta and Milohnic, 2022). The links in information flow between front desk and housekeeping might lead to the problem of room readiness, slow responsiveness of guest requests, and poor service recovery in Delta Hotels by Marriott Tudor Park. This operational disturbance may have adverse implications on the perception and satisfaction of guests. 
[bookmark: _Toc220686365]Chapter 2 Literature Review 
[bookmark: _Toc220686366]Introduction 
The interdepartmental communication has been widely recognised as a decisive determinant of the level of service and satisfaction among the guests of hospitality organisations. Hotels are also dependent on the integration between front of house and back of house departments, including reception, housekeeping, and food and beverage, to provide a seamless delivery of service. According to Wilson (2025), the style of communication, direction of information, and the managerial practices influence the effectiveness of the operations and the regularity of the experiences of guests. With effective communication, departments work efficiently, which minimises errors, and increases responsiveness of services. Nevertheless, communication failures can also cause delays in terms of service delivery, disagreement, and customer dissatisfaction (Emeafor et al. 2025). The literature review critically analyses academic research on communication management in hotels, determining major themes, theoretical viewpoints, and knowledge gaps that can be used to enhance cross-department cooperation and guest service performance.
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[bookmark: _Toc220688916]Figure 2: Theoretical framework.
Source: Self-created 
This theoretical model is based on the organisational communication theory and service management perspectives. Communication does not just exchange information but in the hospitality environments, it is a mechanism that determines workplace relationships, coordination, and service outcomes (Bigwanto et al. 2024). The social constructivism focuses on the idea that the meaning is made during interactions between the employees and implies that the departmental style of communication determines how staff members perceive roles, duties, and guest needs (Rachmad, 2025). Moreover, the service quality frameworks also emphasise that the stable experiences of the guests are based on the internal communication and coordinated work of different departments. The SERVQUAL model also helps to reinforce the concept that reliability, responsiveness, and assurance are enhanced if teams communicate effectively (Dimitriou, 2022). This study uses these theoretical approaches to find out the implications of the communication practises among the departments on operational efficiency, service consistency, and guest satisfaction.
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[bookmark: _Toc220688917]Figure 3: Interdepartmental Communication Styles in Hospitality Operations
Source: Self-created
According to the recent operational research, the cleaning behaviours can be significantly changed through the targeted messaging and defaults. A study by Zinn et al. (2024) showed that the standard room cleaning rates decreased by 99 to 45% when theory-based message interventions were introduced, and these resources indicate that communication design influences the results of operations. Formalised communication protocols and two-way messaging are also associated with quantifiable increases in the efficiency and satisfaction of guests and are found to lower the number of complaints and shorten chains of command in addressing issues (Dhar, 2025). In the case of Tudor Park and other such organisations, it is possible to reduce documented handover scripts, digital status boards, and short daily huddles. This can eventually increase confidence in the services of the employees and ratings of the guest.
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[bookmark: _Toc220688918]Figure 4: Coordination and Information Flow Between Front-of-House and Back-of-House Departments
Source: Self-created 
Open communication and coordination of front-of-house and back-of-house departments is the key to a smooth hotel operation. The front office continually communicates the expected arrivals, departures, occupancy expectations, and VIP room requirements to the housekeeping so that the staffing and rooms are maximised (Ardana et al. 2025). Housekeeping provides real-time status of rooms like in clean or dirty or out of order so that the front desk agents can assign rooms accurately and minimise the waiting time of guests. According to FSM (2025), hotels that have developed communication schemes backed by several Property Management System (PMS) and digital messaging devices are characterised by better guest satisfaction ratings and reduced operational errors, with some hotels registering up to 23% increase in performance. 
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[bookmark: _Toc220688919]Figure 5: Managerial Communication Practices and Their Role in Service Consistency
Source: Self-created
Managerial communication practices are critical in defining consistency in services throughout the hotel departments by setting expectations, creating understanding, and strategizing operational priorities (Khalil et al. 2024). Good hospitality managers rely on regular briefings, brief logs saved on the computer, and performance feedback loops where the front and back of house teams have a mutual understanding of the service standards and the concerns of the guests. Sheoran (2025) claims that those hotels with formal daily huddles and who use technology to communicate transparently report that the staff responsiveness has improved and the service lapses have decreased, and frontline teams have clear understanding of what to do and what the guest require. Moreover, Mansor et al. (2023) emphasise that managerial communication improves employee engagement and the feeling that the organisation supports them, which is associated with a maximum 20% rise in the rating of the quality of provided services when staff members feel informed and empowered. 
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[bookmark: _Toc220688920]Figure 6: Communication Breakdowns, Conflict, and Their Effects on Guest Satisfaction
Source: Self-created
Miscommunication and inter-departmental conflict in hotels can interfere with service delivery and have a negative impact on customer satisfaction. Failure of information to flow correctly or on time as in the case of housekeeping not updating the status of rooms and the front desk not communicating properly with each other will result in errors like assigning unavailable rooms, responding to service requests slowly and failure to meet expectations (Vidak, Kovačević and Ivona Kovač, 2022). These failures lead to a higher number of complaints and a reduced rating of satisfaction among the guests and the failures in service are often mentioned as the main reason for adverse online ratings. Motivation and collaboration are also negatively affected by conflict caused by the lack of clarity about roles or opposing priorities of front-of-house and back-of-house staff, which only worsens the problem of service inconsistencies (Voss, 2023). Poor communication has been associated with the operational inefficiencies and perceived low quality of service, which has served to undermine the efforts to provide personalised guest experiences. 
[bookmark: _Toc220686372]Strategies for Improving Cross-Department Communication to Enhance Guest Experience
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Figure 7: Strategies for Improving Cross-Department Communication to Enhance Guest Experience
Source: Self-created
Enhancing communication between the different departments is critical in improving guest experience in hotels and can be done through establishment of procedures, technology assimilation, and employee training. Daily briefing will mean that front desk, housekeeping, and other operation teams will be on the priorities in terms of arrivals, special requests, and maintenance issues before the service is provided. Real-time information flow and flow of messages through Property Management Systems (PMS) with mobile messaging tools contribute to reducing errors and response time to latest information as it is received (Bouchareb, 2023). According to Hall and Grimm (2025), cross-training of the employees on functions of the department also creates mutual understanding and creates empathy in employees, which enhances cooperation in delivering services. It should have clear Standard Operating Procedures (SOPs) on communication and escalation channels to make sure that accountability and consistency are achieved (Devi, 2025). Collaborative culture is even more reinforced by management commitment to open feedback loops. 
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Figure 8: Conceptual framework.
Source: Self-created
[bookmark: _Toc220686374]Chapter Summary 
The chapter has discussed the major scholarly works on interdepartmental communication in the hospitality organisations, and its significance in determining operation efficiency and satisfaction of the guests. The theoretical views that have been pointed out through the discussion are organisational communication theory, social constructivism, and service quality frameworks, which articulate the role of communication practises in employee coordination and service consistency. The structured briefings, digital communication tools, and cross-training were found to be the strategies that are effective to enhance collaboration. 
[bookmark: _Toc220686375]Chapter 3 Methods
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Figure 9: Research onion.
Source: Saunders, Lewis and Thornhill (2023)
This chapter presents the methodological approach which is used in this research based on the research onion framework. The research onion offers a systematic approach to research design by discussing such critical layers as philosophy, approach, strategy, method choice, time scope, and data collection methods (Saunders, Lewis, and Thornhill, 2023). The usage of this framework allows the study to have a systematic and scholarly approach that will help in examining interdepartmental communications and their effect on the guest service in Delta Hotels by Marriott Tudor Park.
[bookmark: _Toc220686377]Research philosophy 
The research philosophy used in this study is an interpretivist-based research philosophy which is founded on social constructivism. Interpretivism focuses on explaining human behaviour with references to the meanings people give to their experiences (Pervin and Mokhtar, 2022). The interactions between employees, mutual understanding, and workplace culture determine communication among the various departments of a hotel (Tham and Winarko, 2024). This understanding of social constructivism acknowledges that knowledge is developed in a social way thus appropriate when examining how communication practices are related to service delivery and satisfaction on the part of the guests in the context of the placement hotel.
[bookmark: _Toc220686378]Research approach 
The research uses a deductive methodology wherein the current theories and academic concepts on interdepartmental communication and service quality are used to conduct the analysis. Deduction will enable the investigation to determine how developed the framework of communications and the principles of service management can be used to explain the operational issues and results of guest satisfaction in the placement hotel (Singgalen, 2024). 
[bookmark: _Toc220686379]Research strategy 
Case study approach is used to give an in-depth analysis of interdepartmental communication practises in the Delta Hotels by Marriott Tudor Park. Case studies can be useful in investigating complicated organisational problems in real-life scenarios and can provide a detailed understanding of how inter-departmental communication shapes the results of the guest service provision. 
[bookmark: _Toc220686380]Research choice 
This research paper is based on a mono-method qualitative research option, which will only use secondary sources of data. Qualitative secondary research helps in exploring the factors of communication practices, consistency of services, and guest satisfaction through the available peer-reviewed journals, industry reports, and scholarly publications. The emphasis on qualitative evidence helps the research to have a better understanding of the experience and interactions that influence interdepartmental collaboration. 
[bookmark: _Toc220686381]Time horizon
The study follows a longitudinal time since it uses scholarly research and sector findings that have been published within the past few years to analyse the changes and trends in interdepartmental communication in operations of a hospitality industry. Through a longitudinal approach, the study would have the ability to examine how the practices in communication and management strategies change over time especially as service expectations increase and with changes in technology (Khaw et al. 2023). This increases the applicability of the results in enhancing the delivery of guest services in the placement hotel.
[bookmark: _Toc220686382]Technique and procedure 
The pertinent secondary data will consist of quality data collected by means of systematic review of around 40 peer-reviewed journal articles and other academic publications. Inclusion and exclusion criteria will be used to make sure that the results are credible and relevant to the topic of interest since the studies should be published within the past five years and linked to interdepartmental communication and guest service outcomes in the hospitality industry. 
[bookmark: _Toc220686383]Chapter summary 
This chapter has presented methodological design of the research based on research onion. It has recognised the interpretivist philosophy based on social constructivism, deductive approach and case study approach that concentrates on Delta Hotels by Marriott Tudor Park. The study has a mono-method qualitative research design, which uses secondary data. 
[bookmark: _Toc220686384]Chapter 4 Findings and Discussion
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[bookmark: _Toc220686386]4.1.1 Overview of Findings
This study has indicated that interdepartmental communication is a major determinant of operational efficiency and satisfaction of the guests in the hotel setting like Delta Hotels by Marriott Tudor Park. The literature reviewed suggests that the communication styles that exist between the departments play a significant role in influencing the service coordination and specifically between the front desk and the housekeeping. 
One significant observation is that the circulation of information is a key element that can be used to guarantee the availability of rooms, address guest requests, and achieve service stability. As per Das (2023), hotels with real-time communication systems and coordinated handover procedures have a higher chance of minimising service breakdowns and significantly improving the efficiency in the eyes of the guests. 
On the contrary, breakdowns in communication, interdepartmental conflict were continuously attributed to service failures, including check-ins that were not met, failed guest expectations, and poor complaint resolution (Tan, 2025). According to the findings, such strategies as daily briefings, cross training and communication technologies are feasible methods to enhance teamwork and the overall guest experience. These findings are a ground on which communication issues in the context of the placement hotel can be dealt with.
[bookmark: _Toc220686387]4.1.2 Communication Styles Between Departments and Operational Effectiveness
The results indicate that interdepartmental communication in the hotel directly influences the effectiveness in operations and efficiency in providing effective guest service. Front-of-house and back-of-house employees in hospitality organisations rely on constant communication to coordinate operations including room assignment, requests, and service recovery (Deshpande et al. 2024). 
Conversely, informal, or fragmented styles of communication usually cause misunderstanding thus causing delays in service and low productivity. To illustrate, there can be misunderstandings in terms of instructions between reception and housekeeping, which can lead to wrong room status information, late cheque-in, or missing preferences of guests (Sheoran, 2025). The results also indicate that mutual respect and teamwork communication improve employee cooperation whereas aggressive or dismissive communication leads to interdepartmental tension and lowers workflow.
Yegon and Kipkorir (2023) argue that excellent communication styles help to coordinate operations, enhance employee working performance, and provide smooth service delivery. The insights are specifically applicable to Delta Hotels by Marriott Tudor Park where the interdepartmental collaboration should be regular to ensure the guest satisfaction and service quality.
[bookmark: _Toc220686388]4.1.3 Information Flow Between Front-of-House and Back-of-House Teams
The results show that the working of the front-of-house and back-of-house teams is vital in the functioning of the hotel, and the proper flow of information is crucial to the delivery of quality service to the guest. According to Jokipera (2025), reception to housekeeping communication is important in the coordination of room readiness, arrivals, and departures, as well as the response to guest requests. 
Nevertheless, it can also be seen that failure in information flow is a usual cause of operational inefficiency. As an illustration, in case of housekeeping taking a long time to report about a room being clean or unavailable, guests will have to face frustration with delayed access or wrong room assignments (Popham et al. 2023). In the same breath, the front desk not communicating the needs of guests or emergency needs can result in lack of satisfaction and unmet expectations. Bouchareb (2023) also indicates that hotels that implement real-time digital communication platforms, built-in property management systems, and standardised handover procedures have a higher level of coordination and reduced errors. 
[bookmark: _Toc220686389]4.1.4 Managerial Communication Practices and Service Consistency
The results show that managerial communication practices have played a pivotal role in ensuring the consistency of services in various departments of the hotel. Managers in hospitality settings serve as major catalysts that enable front-of-house and back-of-house staff to have a consistent understanding of the standards of service, priorities of operation, and expectations of the guests (Islam and Sultana, 2025). The literature emphasises the importance of daily briefing, written instructions, and an organised feedback system to enhance coordination and decrease service variability by providing clear communication to the manager. 
The results also indicate that leadership communication influences staff motivation and engagement. Effective and open communication fosters teamwork, but bad communication by managers can lead to confusion, few accountabilities, and higher operational errors (Haryanto and Maianto, 2024). An example of this is when there is a lack of consistency in the instructions on the room preparation or guest complaints and this results in a service gap between reception and housekeeping.
Another factor that promotes the consistency of service quality is managerial communication, as it is necessary to make sure that departments do not have to work independently, but work in a coordinated manner (Gupta et al. 2022). In the case of Delta Hotels by Marriott Tudor Park, the need to reinforce the leadership communication practises is critical in ensuring that the hotel provides credible guest experiences, operational effectiveness, and important levels of satisfaction.
[bookmark: _Toc220686390]4.1.5 Communication Breakdowns, Conflict, and Guest Satisfaction
The results indicate that interdepartmental conflict and communication breakdowns are sources of serious negative impacts on the guest satisfaction of hotel operation. Widiastini et al. (2024) states that failure of information to be shared properly and in a timely manner between various departments like the front desk and housekeeping increases instances of service failures. Such common problems are delays in room availability, missed requests by guests, and inconsistent delivery of services (Kaul, 2023). The result of these failures tends to cause frustration and complaints in the guests and an overall negative view of the professionalism of the hotel. 
Yu et al. (2022) also state that interdepartmental conflict is intricately connected with communication issues. Lack of a clear responsibility, departmental focus and poor managerial leadership can be a source of tension among the teams. To name a few, front desk employees can accuse housekeeping of not being ready to serve the room in time, and housekeeping can experience the pressure of unrealistic requests. This type of conflict decreases collaboration, morale of the staff, and further demeans service performance.
The results also indicate that effective service recovery is frustrating due to communication breakdowns. There may be an escalation of the problem instead of being solved fast when departments do not interact when guests make complaints (Zormpas, 2022). Cross-department coordination is needed because guests usually form an understanding of the quality of the hotel in terms of its efficiency in managing problems.
[bookmark: _Toc220686391]4.1.6 Strategies for Enhancing Interdepartmental Communication
The results indicate some key strategies that can be applied effectively to improve the process of interdepartmental communication in the hotel operations to have a direct positive effect on the guest satisfaction and the consistency of the service quality. A strategy that has been noted as one of the important strategies in literature is the adoption of structured daily briefings or change of shifts whereby the departments like reception and housekeeping can agree on what to focus on, who comes in and out of the hotel, special requests, and challenges encountered in the operations. Such short-time briefings minimize the lack of understanding and foster advanced service provision.
Technology-based communication systems, such as, integrated property management systems and mobile messaging platforms should also be used as another important strategy. Live-time information about the room status, maintenance, and needs of guests will allow departments to address their concerns more effectively and minimise delays in the service (Rana and Meena, 2026). This is also highlighted in the findings as the cross-training initiatives where the employees are made aware of the other departmental jobs. This style promotes a feeling of empathy, solidifies teamwork, and minimises interdepartmental tension.
[bookmark: _Toc220686392]4.1.7 Summary of Key Findings
The major conclusions of this study are that interdepartmental communication is a sensitive issue that affects the efficiency of operations and satisfaction of guests in hotel settings. The communication patterns between the departments, especially front-of-house and back-of-house staff, were demonstrated to have a direct impact on coordination, efficiency, and consistency of services (Ngo, 2025). Communication is formal, structured, and respectful and helps to have a smoother operation. Informal or unclear communication makes errors, delays, and dissatisfaction of the guests more probable.
It is also revealed that information flow between housekeeping and reception is a key factor. The information regarding the readiness of the rooms, guest preferences, and service requests should be updated in time to reduce waiting periods and secure the uninterrupted customer experience (Arapou and Kapiki, 2023). The practice of managerial communication was found to be a significant contributor to the quality of service because the leadership was instrumental in the coordination of departments, promotion of service standards, and collaboration.
The study determined that various techniques exist in enhancing the communication process, such as daily briefing, combined digital tools of communication, cross-training, and effective SOPs. The results indicate that interdepartmental communication needs to be reinforced to provide a uniform service and improve the level of guest satisfaction. In the case of Delta Hotels by Marriott Tudor Park, there are great benefits to work on the communication issues to enhance operational performance and guest service results.
[bookmark: _Toc220686393]4.2 Discussion 
[bookmark: _Toc220686394]4.2.1 Introduction to the Discussion
The research findings have been critically interpreted in this discussion section in the context of the available academic literature on interdepartmental communication and guest service outcomes of hospitality organisations. The results affirm that interdepartmental communication like the front desk and housekeeping practices have a considerable influence on the effectiveness of operations, service delivery, and satisfaction by the guest. This discussion will connect the results with theoretical models such as the organisational communication theory and service quality models to understand how communication styles, flow of information, and managerial practices also lead to both effective and failed services. It also reflects on the consequences of the failure of communication and interdepartmental conflict that will have a negative effect on the perception of guests and service recovery. 
[bookmark: _Toc220686395]4.2.2 Interpretation of Findings in Relation to Interdepartmental Communication Styles
The results support the literature that already demonstrates that communication patterns within the hotel departments are a key to the success of the operations and the quality of the services. According to the theory of organisational communication, how employees communicate decides whether a specific group of employees will be team workers, effective and the level of relationships at work. According to Buhaieva (2025), the coordination between front-of-house and back-of-house teams can be enhanced by formal and structured communication patterns like the presence of clear reporting systems and professional briefings. This is in line with previous research as frequent communication leads to less misunderstanding and increased reliability of the services. On the other hand, informal or disaggregated communication enhances probability of error, latency, and tension between departments (Khan et al. 2024). Additional social constructivist views elaborate that communication modes define common meanings and expectations between the staff, which affect the interpretation of service roles (Burr, 2024). When applied to Delta Hotels by Marriott Tudor Park, respectful and consistent communication practices may reinforce cooperation and halt disruptions in the service. 
[bookmark: _Toc220686396]4.2.3 Communication Flow and Its Influence on Guest Service Delivery
The results are consistent with the literature on hospitality services that highlight the significance of a proper flow of communication in the provision of quality experiences to guests. Service management frameworks point out that the satisfaction of the guests is predetermined by the smooth coordination of the departments and especially by the ability to effectively exchange the information between them in a timely and correct manner (Dzreke, 2025). The study confirms that effective communication flow between the housekeeping and reception enhances readiness of the rooms, less waiting time, and the satisfaction of the guest preferences. This validates the current research that has cited a delay in information as a key source of service breakdowns in hotels. The sharing of updates between departments is more responsive and consistent in-service delivery. On the other hand, disruptions in the communication stream cause operation inefficiency, including wrong room allocation and unfulfilled guest requests, which adversely affect the attitude of the guests (Mandic et al. 2023). In Delta Hotels by Marriott Tudor Park, the improvement of the real-time information flow with the help of structured handovers and the use of digital systems might be instrumental in improving the reliability of the services. 
[bookmark: _Toc220686397]4.2.4 Managerial Communication and Service Quality Consistency
Thompson (2024) views leadership communication as the process of setting common expectations, strengthening service standards, and having employees on both front-of-house and back-of-house teams working towards shared goals. According to service quality models, reliability and responsiveness lie based on coordinated internal communication, which is likely to be influenced by the management practises. The work points at the importance of the managers giving clear directions, feedback, and briefings, which decrease the confusion in operations and the variation of the services. This is in line with the literature that holds that positive communication boosts the engagement and accountability of employees, which increases the predictability of the guest experiences. On the other hand, poor managerial communication may become a source of misunderstanding, lack of collaboration, and poor service delivery (Bahrain et al. 2023). In the case of Delta Hotels by Marriott Tudor Park, the performance of services in the company might be enhanced by enhancing leadership communication with channels of open feedback and interdepartmental alignment meetings.
[bookmark: _Toc220686398]4.2.5 Communication Breakdowns, Conflict, and Impacts on Guest Satisfaction
The major threats to guest satisfaction in the hospitality operations are communication breakdowns and interdepartmental conflict. Literature on service quality emphasises that customers tend to judge hotels in terms of efficiency, promptness, and quickness in resolving problems. During the breakdown of communication between departments, such as reception and housekeeping, the delays in the room availability procedure, lack of responses to requests, and standard inconsistency are observed (Jun et al. 2024). These are sometimes failures that lead to negative perceptions and frustration by the guests towards professionalism. Intra team conflict exacerbates these challenges further since lack of clear roles and conflicting priorities further worsen team collaboration and undermine service recovery endeavours. According to organisational behaviour, unresolved conflict reduces the morale of the staff and causes obstacles to cooperation, which eventually impacts the service delivery (Irwan, 2024). The communication breakdowns at Delta Hotels by Marriott Tudor Park need to be addressed to ensure that the operational errors are prevented and the guests experience is enhanced.
[bookmark: _Toc220686399]4.2.6 Implications for Cross-Department Collaboration in the Placement Hotel
The results are relevant to cross-departmental cooperation in Delta Hotels Marriott Tudor Park. Good guest service is dependent on smooth coordination of front desk, housekeeping, and other operating teams. Effective communication systems may minimise delays during services, misunderstanding, and absence of uniformity (Bahrain et al. 2023). In its turn, the weak collaboration can lead to the problem of readiness of rooms, complaints on the part of the guests, and ineffective service recovery. The placement hotel can have the advantage of strengthening teamwork by having proper communication lines and common priorities of the shared services. Better cooperation also helps in increasing employee morale and helps to create a culture of shared responsibility.
[bookmark: _Toc220686400]4.2.7 Operational Recommendations for Improving Communication Management
The area of improvement in the management of operations at Tudor Park should be on encouraging communication management using practical strategies. Daily contact between departments should be maintained so that there is a synchronisation of arrivals, departures, and special requests by guests. The introduction of real-time digital communication tools into the property management system can decrease the delay in updating the room status (Radman et al. 2022). Accountability can be enhanced by having clear SOPs on the interdepartmental communication and escalation procedures. Cross-training can encourage a better comprehension of the functions of the departments and decrease the conflict (Burke, 2025). Moreover, the managers are also advised to promote transparent feedback channels in order to deal with communication challenges in advance. These measures can make the coordination stronger, minimise service failures, as well as increase the consistency of the guest experience.
[bookmark: _Toc220686401]4.2.8 Study Limitations
The study has several limitations that must be mentioned. It is entirely based on secondary qualitative findings, that is, it draws on available literature instead of primary data, which is the direct data gathered directly among the staff or guests of the placement hotel. It can restrict the extent of insights in the context of the uniqueness of the operational environment of Tudor Park. The study will mainly be centred on front desk and housekeeping communication, whereas other areas like food and beverage might also play a role in the satisfaction of guests. The studies chosen might not be homogenous in terms of setting and type of hotel and this may impact on generalisability. Regardless of these constraints, the study qualifies to be a robust base to comprehend the effects of communication.
[bookmark: _Toc220686402]4.2.9 Areas for Future Research and Development in Hotel Operations
Further study must be done by including primary data collection to Delta Hotels by Marriott Tudor Park, which may be in the form of staff interviews, customer surveys, or observation. This would provide an improved understanding of communication issues and service impacts. Further studies could be done to determine communication patterns in more sectors as the food and beverage department, the maintenance department and the event department. The research can also consider the discussion of how new technologies, such as AI-powered communication systems, can be used to improve coordination. Also, longitudinal studies on communication improvement aided by the time would provide useful evidence on service performance outcomes. Such domains would enhance knowledge and make new hotel growth.
[bookmark: _Toc220686403]4.2.10 Conclusion of the Discussion
The discussion confirms that the importance of interdepartmental communication is a core determinant of operational performance and guest satisfaction in hospitality organisations. The results are consistent with previous research that depicted communication styles, flow of information and management practises to influence service consistency and guest perceptions. Lack of communication and conflict were found to be the major causes of failures in services and decreased satisfaction. In the case of Delta Hotels by Marriott Tudor Park, there are great prospects to increase the quality of service through better coordination via organised forms of communication, embracing technology, and incorporating leadership in the process of coordination.
[bookmark: _Toc220686404]Chapter 5 Conclusion and Recommendations
[bookmark: _Toc220686405]5.1 Conclusion 
[bookmark: _Toc220686406]5.1.1 Addressing Research Question 1
The effectiveness of operations in hospitality organisations is highly affected by the various kinds of interdepartmental communication styles. The results prove that formal, structured, and respectful communication positively affects coordination and communication between departments, decreases misunderstandings, and improves the efficiency of the workflow. Conversely, unstructured, or unstable communication enhances negativity and employee stress, undermining the performance of operations (Udeh, 2024). Hotels require clear and timely information exchanges, that is, communication style is a major predictor of service delivery success. In the case of Delta Hotels by Marriott Tudor Park, professional communication habits that are applied on a regular basis may reinforce teamwork and ensure the smooth daily running of operations in the hotel and eventually lead to increased guest satisfaction and reliability of services.
[bookmark: _Toc220686407]5.1.2 Addressing Research Question 2
The flow of information between the front-of-house staff and the back-of-house staff directly affects the delivery of service to the guests (Jain, 2025). The study proves that efficient updates on the room preparedness, guest orders, and service priorities help the departments to be responsive and efficient. In a situation when information is either delayed or incomprehensive, the guests are affected by frustrations like waiting time, unmet expectations, or inconsistency in the services. Valuable information flow will aid in initiative-taking service delivery whereas poor communication will aid reactive problem-solving and complaints (Wilden et al. 2022). In Delta Hotels by Marriott Tudor Park, responsiveness should be improved through maximising the real time communication channels and organised handovers to reduce inconveniences and offer a smoother guest experience.
[bookmark: _Toc220686408]5.1.3 Addressing Research Question 3
The practices of managerial communication are crucial in influencing consistency and quality of services in various departments. As Adeniyi et al. (2024) note, the role of leadership is to establish expectations, strengthen service standards, and guarantee consistency between the teams. The results demonstrate that the communication abilities of managers that are clear, frequently give feedback, and promote open communication reinforce employee involvement and responsibility. On the contrary, poor managerial communication brings about confusion, lessens cooperation, and levels up service variation (Giraldi et al. 2024). In the case of Delta Hotels by Marriot Tudor Park, the essence of communication between its leaders is crucial to maintaining uniformity in the experiences of the guests, proper service recovery, and coordinated work of all departments. The managerial practices are thus a source of service excellence maintenance throughout the hotel.
[bookmark: _Toc220686409]5.1.4 Addressing Research Question 4
The negative impact of communication breakdowns, and interdepartmental conflict has a significant effect on guest satisfaction and service recovery. The study indicates that miscommunication causes service failures including delayed rooms availability, missed guest requests, and poor standards. The competition among units also makes teamwork less efficient, demoralising, and less effective in handling complaints (Luopajarvi, 2024). The quality of the hotel is commonly evaluated by the guests with references to the efficiency of the issues management, i.e. the failure of the communication may ruin the reputation and the loyalty (Roozen and Raedts, 2022). In the case of Tudor Park, the communication barrier and conflict must be prevented to enhance guest satisfaction and efficient service recovery procedures.
[bookmark: _Toc220686410]5.1.5 Addressing Research Question 5
Structured daily briefings coordinated digital communication systems, cross training, and explicit SOPs are the best communication management strategies to enhance collaboration (Rokhkin, 2025). The results have demonstrated that these methods enhance coordination, minimise misunderstandings and increase service consistency. Real-time updates with the help of technology will assist the departments to react to the needs of the guests faster and cross-training will contribute to empathy and less conflict. According to Subrahmanyam (2025), open feedback channels also encourage a collaborative workplace culture when there is managerial commitment to such levels. In the case of Delta Hotels by Marriott Tudor Park, these are the best practices that can be adopted to make significant improvements in terms of teamwork, operational performance, and overall experience among the guests, which will result in increased satisfaction and loyalty.
[bookmark: _Toc220686411]5.1.6 Summary 
The research findings conclude that interdepartmental communication is a paramount source of operational efficiency and satisfaction among guests in hospitality organisations. There is consistency in communication styles, flow of information and managerial practices that form service consistency, failures and conflict that lead to service failures and dissatisfaction. Effective collaboration can be enhanced by working with strengthening communication guidelines, digital communication, and friendly leadership that enhances service delivery and experience with guests (Arapou and Kapiki, 2023). Communication issues are critical in the case of Delta Hotels by Marriott Tudor Park, which provides business opportunities to improve operational performance, minimise service failures, and high levels of guest satisfaction in a competitive hospitality setting.
[bookmark: _Toc220686412]5.2 Recommendations and Practical Strategies 
· In Delta Hotels by Marriott Tudor Park, effective interdepartmental communication is required to ensure consistency of services, operational effectiveness, and guest satisfaction. Based on the results and conclusions of the literature review, it is possible to recommend a variety of practical suggestions to improve interaction between departments, especially the front desk and the housekeeping and improve the overall experience of the guests. These suggestions are aimed at enhancing communication systems, management, employee interaction, and adoption of supportive technologies.
· Daily communication routines between departments can be introduced. It should incorporate regular morning briefings or change shifts so that all operational teams can be in a clear situation of what comes in, what comes out, if it is VIP guests, special requests and what challenges may arise throughout the day (Santos, 2025). These briefings promote preventive organisation instead of problem-solving. Housekeeping can make rooms available when there is a need to book early, whereas the front desk can better deal with the expectation of guests. The briefings conducted daily also give the staff a chance to voice their concerns, clarify their responsibilities, and fit priorities of services. This will minimise confusion and make the service delivery within the hotel easier.
· Moreover, Delta Hotels by Marriott Tudor Park ought to enhance real-time information exchange by using digital communication systems better. Housekeeping apps and property management systems must also be used to the maximum to provide instant updates on the status of rooms, maintenance problems, as well as guest requests (Jayanti, 2023). Digital reporting in real time eliminates delays which would come about during the process of communicating manually and gives the receiving staff the right information to rely on during room allocation. This is especially necessary during the periods of high occupancy as even minor communication breakdowns will result in the dissatisfaction of the guests. Mobile communication tools, e.g., internal message boards could also increase responsiveness as each of the staff members is able to interact in a fast manner across the departments without depending only on telephone calls or informal verbal communication.
· Another significant strategy is the creation and strengthening of clear Standard Operating Procedures (SOPs) regarding the communication between various departments. The appropriate channels, responsibilities, and the processes involved in managing typical operations problems, including room discrepancies, guest complaints, or urgent maintenance problems, should be detailed by SOPs (Ardana et al. 2025). Staff will be less prone to confusion and conflict provided there is a clear documentation of communication procedures that are to be always adhered to. SOPs are also accountable since the employees are aware of the right individuals to communicate with and action to be taken service circumstances. They should conduct regular training so that all the departments are familiar with these procedures and implement them well.
· Cross-training can also be suggested as another helpful tactic to enhance teamwork and decrease interdepartmental tension (Owino, 2023). Mutual respect and empathy are enhanced when the front desk employees become aware of the housekeeping duties and vice versa. Cross-training facilitates a mutual understanding of operational issues, and it persuades employees to consider service delivery as a team activity as opposed to a departmental exercise (Sachan, 2025). This can minimise blame culture, increase cooperation, and increase the overall service consistency. In the case of Tudor Park cross-training might involve brief departmental shadowing, workshops, or service improvement meetings.
· The quality of service should also be amplified by improving practises of managerial communication to assist in sustaining consistent quality of services. As Asmara et al. (2024) state, hotel managers are important in establishing expectations and reinforcing service standards, as well as in creating a collaborating culture. Managers should use open and transparent forms of communication whereby staff and management should provide two-way feedback. It is possible to conduct regular performance feedback sessions where the employees would learn about the expectations of service and overcome communication barriers in an early stage. Effective teamwork should be actively identified and rewarded by the managers to strengthen the value of collaboration among the departments (Majeed et al. 2023). Effective leadership communication can not only help in engaging, motivating, and holding staff accountable, which lead to better service standards.
· Shen, Qian and Chen (2020) states that communication and guest satisfaction are also important to enhance through conflict management mechanisms. The results indicate that interdepartmental conflict that is not resolved may undermine the effectiveness of teamwork, demoralise workers, and impact service recovery in a negative way. Tudor Park must have definite dispute resolution procedures among departments, which may be mediation by the supervisors, problem solving discussions, or team building programmes. When a supportive climate is established where employees feel free to raise issues, the chances of the conflict turning into service failures are minimised (Morgan, 2025). It might also be useful to train them in conflict resolution, so that the employees can learn how to interact with each other and establish positive communication strategies.
· The organisation needs to increase the coordination on the service recovery by enhancing communication. Visitors usually evaluate the quality of hotels in terms of how well problems are resolved. As such, Tudor Park ought to make sure that departments work together harmoniously in instances of service failures. As an illustration, reception and housekeeping must be fast when it comes to addressing a problem after a room is not ready or a guest request is overlooked (Jayanti, 2023). By implementing a common service recovery plan, with distinct communication roles, one can make sure that issues are resolved effectively and that the guests will feel appreciated. Training on service recovery should be also given where communication skill, empathy and responsiveness are considered.
· Interdepartmental communication audits and continuous improvement programmes should also be taken into consideration by the hotel. Frequent evaluation of communication effectiveness may help to see the common obstacles, service gaps, and areas of improvement. The information presented in the surveys of the staff members, comments of the guests, and the data of the operational performance, may contribute to some valuable insights on the effects of communication on the service delivery (Alabi et al. 2024). Through long term monitoring of communication practices, the Tudor park will be able to change and adjust its strategies to suit the evolving expectations of the guests and the operations of the park. Continuous improvement promotes the culture of learning since communication issues are not overlooked, instead they are solved proactively.
· Moreover, promoting organisational culture is important as a means of maintaining long-term gains. Communication is a technical process but also a cultural one, which depends on workplace relationships and common values (Obeng et al. 2024). Tudor Park must embrace the culture of having the departments consider themselves as one integrated service team. Interdepartmental workshops, team building activities and common service objectives can reinforce relationships and foster cooperation (Zidane, 2025). Once the staff feels personalised and supported, communication is more relaxed, efficient and service oriented.
· It is essential to invest in the development and training of staff. Hospitality communication skills must be considered as one of the core competencies along with technical operational skills. Interpersonal communication, work as a team, cultural awareness as well as conflict management should be part of the training programmes (Guo, 2025). The development of these skills makes the communication of the employees on all levels professional, respectful, and effective. In the case of Tudor Park, communication training should be a priority considering the increasing focus of hospitality on personalised guest service and high service quality.
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