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Cross-Departmental Communication in Hospitality Operations: A Case Study of Delta Marriott Swansea
[bookmark: _Toc190817578]Abstract
Effective cross-departmental communication is crucial for maintaining high service standards, operational efficiency, and guest satisfaction in hospitality establishments. This research aims to explore the existing communication practices between departments at Delta Marriott Swansea and propose strategies to enhance coordination and efficiency. The research identifies the existing communication practices between departments at Delta Marriott Swansea. Also, it examines cross-departmental communication in hospitality operations of Delta Marriott Swansea. Then, it provides recommendations to enhance coordination and efficiency of cross-departmental communication.
This study adopts an inductive research approach with a case study strategy to explore interdepartmental communication at Delta Marriott Swansea. Using qualitative methods, primary data is collected through open-ended surveys with purposively sampled employees. Sample Size is 3 employees from each department of Delta Marriott Swansea. Data is analysed using thematic analysis to identify patterns and propose improvements.
Regarding existing communication practices, the research finds that at Delta Marriott Swansea, departments communicate through emails, phone calls, instant messaging, and face-to-face meetings. Urgent matters are handled via phone or instant messaging, while emails are used for formal updates. Also, regarding cross-departmental communication in hospitality operations of Delta Marriott Swansea, the research indicates that effective communication ensures smooth check-ins, event execution, and peak-hour management, reducing delays and guest complaints. Thus, the research recommends that implementing a single digital communication app, electronic data-sharing tools, interdepartmental briefings, periodic meetings, and task management systems can enhance coordination, efficiency, and overall guest satisfaction.
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[bookmark: _Toc190817579]1 Introduction 
1.1 [bookmark: _Toc190817580]Background of Study
Effective cross-departmental communication is fundamental to the smooth operation of hospitality establishments, ensuring high service standards, operational efficiency, and guest satisfaction. Different hotel departments which contain front office and housekeeping, food and beverage and maintenance must cooperate to deliver a consistent guest experience (Lozovitskaya and Weerakit, 2017). The communication process faces barriers from hierarchical organizational elements as well as from operational department boundaries and varying goal systems. The lack of clear communication leads to delayed services as well as lost requests and inventory lapses and operational problems which create guest and staff dissatisfaction (Agarwal and Garg,2012). The competitive business environment of hospitality requires proper handling of communication barriers because it ensures both high standards of service together with excellent guest experiences (Sibanyoni et al., 2018). The research examines operational and satisfaction outcomes of department communication at Delta Marriott Swansea which maintains an established reputation in the hotel sector. The research aims to study current departmental communication processes and evaluate the relationship between interdepartmental communication and hotel hospitality service operations and present recommendations for improved operational coordination and guest satisfaction enhancement. The study focuses on assessing existing communication approaches beside identifying their performance gaps because effective communication stands as the fundamental quality factor for service delivery (Gazgireeva et al., 2022).
[bookmark: _Toc190817581]1.2 Overview of the Case Study
Delta Marriott Swansea exists as a well-known hotel found in the vibrant centre of Swansea Wales where it provides exceptional service along with contemporary facilities suitable for all types of visitors. Every room at the hotel offers modern comforts through its contemporary furnishings and contains all required amenities to deliver comfortable accommodations (Delta Hotels Swansea, 2024). Visitors at the hotel can access contemporary fitness facilities and taste international cuisine during dining at the elegant restaurant while taking advantage of multi-purpose meeting and event areas. The hotel stands ideally situated near Swansea Marina and contains proximity to Swansea Beach and Swansea Museum while serving as an excellent City exploration base for visitors. As a hotel Delta Marriott Swansea delivers attentive professional staffing combined with excellent service to turn each business or leisure visit into a lasting great memory for guests (Delta Hotels Swansea, 2024).
[bookmark: _Toc190817582]1.3 Research Aim and Objectives
This research aims to explore the existing communication practices between departments at Delta Marriott Swansea and propose strategies to enhance coordination and efficiency. The objectives of this study are as follows:
1. To identify the existing communication practices between departments at Delta Marriott Swansea.
1. To examine cross-departmental communication in hospitality operations of Delta Marriott Swansea.
1. To provide recommendations to enhance coordination and efficiency of cross-departmental communication.
[bookmark: _Toc190817583]1.4 Research Questions
The research questions are presented as follows:
Q1: What are the current communication practices used between departments at Delta Marriott Swansea?
Q2: How does cross-departmental communication impact operational efficiency and guest satisfaction in Delta Marriott Swansea?
Q3: What strategies can be implemented to improve coordination and efficiency of cross-departmental communication?
[bookmark: _Toc190817584][bookmark: _Hlk189925670]1.5 Scope and Organisation

[bookmark: _Toc190817608]Figure 1: Structure of the Research
Data analysis involves multi-stage process linking earlier mentioned methods and establishing patterns helpful for the research in field of study. This research is structured in six chapters: The first chapter is the introduction of the topic and objective of the research; The second chapter is the literature review; The third chapter is research methodology; The fourth chapter illustrates the hotel overview and findings; The fifth chapter is the discussion on the findings; and we found lastly the sixth chapter conclusion and practical strategies are for the improvement of communication practices and guest satisfaction.

[bookmark: _Toc190817585]2 Literature Review 
[bookmark: _Toc190817586]2.1 Existing communication practices in hospitality industry
In the hospitality industry, effective communication is crucial for delivering high-quality service and ensuring customer satisfaction. According to Sibanyoni et al. (2018), hospitality is an industry built on good communication. Internal communication is key to ensuring the operational efficiency of a hotel. With regular briefings, shift changeovers, and data entry into communication tools (with property management systems [PMS] seamlessly tracking guest requests), staff rely on internal sharing to keep on top of important updates and resolve issues promptly. Communication is key across departments to make sure everyone knows what the other is focusing on in terms of daily tasks, special events, and ongoing issues—even when it might feel tedious. This flow of information is a key component for operations to run smoothly and enables each staff member to provide the guests with exactly what they need. On the other hand, Vidak and Kovačević (2023) argue that inappropriate internal communication can lead to confusion, more time taken and mistakes in guest service. If shift handovers aren't followed, important tasks could be missed which impacts guest satisfaction.

Lozovitskaya and Weerakit (2017) highlight that guest communication is just as important and acts as the intermediary between the hotel and its guests. It starts long before the guests arrive, with pre-booking confirmations, promotional emails, and personalised offers all building the excitement. At the arrival, the front desk, concierge, and bell staff interact with guests in a one-on-one manner, assisting with check-in and giving directions. Services and problems can be requested or reported via in-room telephones, mobile apps or even digital tablets, and communication continues throughout their stay. Hotels also keep in touch through emails and SMS, concerning reminders or post-departure follow-ups while social media platforms bring real-time interactions with guests, in particular for complaints and feedback management. Conversely, Seyitoglu and Yuzbasioglu (2015) contradict that while proactive communication creates an upsurge, not receiving enough communication could leave the guest in dissatisfaction. If guests are unaware or confused about hotel policies or services, if they stay at a hotel, some may feel neglected or even frustrated during their stay.

Also, Gazgireeva et al. (2022) emphasise that inter-departmental communication is crucial to provide a seamless service experience to the guests. It is only possible when these departments work closely with each other to fulfil the guest requests promptly and efficiently; housekeeping department, food & beverage and the front office department. For example, if a guest order additional towels, the front desk needs to relay that information to housekeeping right away. In the same vein, the kitchen has to work in tandem with the front office in sympathizing with specific requests for dining. Such coordination between departments is a recipe for strong operational success, as it assures that every part of the hotel is tuned in to deliver an exceptional guest experience. On the contrary, Patafta and Milohnić (2022) contest that the departments should have seamless communication as it contributes to better service, on the contrary, a lack of coordination may create an operational nightmare. If this does not happen, it can lead to delays, errors or mismanagement of dining orders, such as unmet guest requests.
[bookmark: _Toc190817587]2.2 Cross-departmental communication in hospitality operations
Cross-departmental communication is crucial in hospitality operations as it helps ensure seamless service delivery, enhances guest satisfaction, and improves overall efficiency. Agarwal and Garg (2012) suggest that multi-department communication is vital to smooth operations and outstanding guest experiences in the hospitality sector. Standard procedures ensure effective communication between departments like Front Office, Housekeeping, Food and Beverage (F&B) and Maintenance, so that everyone is on the same page regarding guest requests, availability of rooms and maintenance of common areas. The synergy in service delivery minimises the scope of operational redundancies, facilitating smooth guest engagement and boosting customer satisfaction. On the other hand, Mathur (2020) criticise that lack of communication between departments leads to disorganization, delayed services, and missed guest requests, which contribute to the overall experience for the guest, resulting in low satisfaction, feedback, and a back-and-forth cycle.
King and Lee (2016) propose that cross-departmental communication also improves problem resolution. For example, if a guest has a room cleanliness complaint, the Front Office could immediately notify Housekeeping to rectify the situation. Quick response time leads to quick and effective solutions, thus preventing minor issues from blowing out of proportion while also ensuring guests feel heard and valued. Conversely, Gazgireeva et al. (2020) counter that being unable to communicate can also slow down the process of resolving guests disputes, potentially increasing problems and the guests being unhappy, which could have an impact on loyalty and business success for the hotel.

Čuić Tanković et al. (2022) discuss that clear communication between departments also augments efficiency in working with guests. For example, if a guest has specific dietary restrictions that have been recorded at check-in, sending a heads-up to F&B allows them to prepare meals in line with those restrictions. By addressing potential issues upfront, hotels are able to avoid delays and miscommunication, which results in a better experience for the guest. On the contrary, Sibanyoni et al. (2018) argue that if information fails to be communicated between departments, mistakes happen, such as incorrect meals or guest needs being unmet — resulting in delays, guest dissatisfaction and ultimately impacting the overall guest experience.

Lee and Oh (2021) indicate that the collaboration across departments also helps in improved resource allocation and workflow coordination, which leads to better operational efficiency. For instance, when the Front Office team communicates early check-ins with Housekeeping, housekeeping will clean rooms according to priority. This coordination can prevent delays and can ensure that the rooms are prepared in advance and on time for guests, which can help improve the overall experience of the guests. If you can communicate effectively across department lines, you can better manage staff workload and response in the shifts and you will contribute on the success of your operation in general. On the other hand, Brownell (2022) contests that failing to communicate can cause resources to be misallocated, leading to inefficiencies in workflows and missed opportunities or delays that obstruct the hotel serving guests and running its operations in an effective and timely manner.
[bookmark: _Toc190817588]2.3 Recommendations to enhance coordination and efficiency of cross-departmental communication in hospitality operations
Several strategies can be implemented to improve inter-departmental communication in hospitality operations. Gazgireeva et al. (2020) assert that first of all, integrated communication platforms such as property management systems or instant messaging apps offer the possibility to transfer information in real-time between departments. This also enables constant and seamless communication of unified information across teams, from Front Office to Housekeeping. Conversely, Čuić Tanković et al. (2022) oppose that ineffective use of communication tools can create confusion, overwhelm the systems, or create information voids, which can jeopardise seamless functioning.
Mathur (2020) explains that cross-departmental meetings also need to happen on a regular basis. Short daily briefings between department heads coordinate all teams on guest preferences of the day, operational updates, and any other issues that may be lingering. It fosters the work with other departments by being able to be reactive and not just leaving the teams with escalations, it makes sure they are able to serve better. On the contrary, King and Lee (2016) contradict that having too many meetings can waste time and lead to disengagement, as people start to spend less time on vital tasks and this will result in a slower process for decision-making.
Patafta and Milohnić (2022) point out that furthermore, creating clear Standard Operating Procedures (SOPs) for routine activities, such as managing guest requests or complaints, makes certain that every department follows the same procedures, reducing any potential confusion and guaranteeing uniform service. On the other hand, when the SOP is not followed due to flexibility, it keeps coming back to haunt you; the same frustration creeps when something unique crops up that requires innovative or adaptive decision-making

Lastly, Seyitoglu and Yuzbasioglu (2015) argue that cross-training staff helps improve communication. Empathy — When employees know the roles and challenges of other departments, they are more empathetic and more effective in dealing with them. Cross-training means that staff can help out in other areas when they’re able to do so, creating a team atmosphere that helps ensure a seamless experience for guests. These strategies allow hotels to optimise coordination, efficiency, and guest satisfaction. On the other hand, Sibanyoni et al. (2018) argue that if not properly organised, cross-training can lead to confusion or errors, employees may not have a deep expertise for a more specialised task.














[bookmark: _Toc190817589]3 Methods
The case study strategy is used in order to investigate discussions regarding communication practices at Delta Marriott Swansea. This makes it an appropriate approach for gaining a clear insight on the interplay of processes within a real-world context, like the hospitality organisation in question (Marshall, 2015). Concentrating on a single site (Delta Marriott Swansea) enables the researcher to extract detailed information that provides better understanding of the current communication challenges and strategies by different departments (Cottrell, 2014). This will enable an in-depth investigation into the influence of cross-functional collaboration on operational effectiveness and customer experience, resulting in more actionable insights for enhancement (Saunders et al., 2012). The limitation of the case study strategy is that they take place in a single context, making it more challenging to generalise insights to wider, or other, organizations (Marshall, 2015). Based on a qualitative research methodology, this research relies on netnography which analyses pieces of online communications and interactions within a specific community or organization. Examining communication patterns amongst employees at Delta Marriott Swansea through netnography reveals how employees communicate and work together even in cross-departmental ways beyond traditional socio-contextual approaches allowing real dialogue through reflections on how staff members communicate and cooperate in digital spaces like intranet forums, internal messaging and where employees share emails. Netnography involves extracting real-time and naturalizable data directly from the real interactions that people generate without compromising their natural work environment. But it has its limitations in the sense that it may not reflect the nuances of face-to-face communication, and its results could be biased by who chose to take part in the online exchanges.
The research is based on primary data obtained through open-ended surveys with the employees of Delta Marriott Swansea (Grbich, 2006). The survey questionnaire will be provided through mail. It is also important to talk directly to front office employees and department representatives make sure that personal experience and perspectives affected (Veal, 2006). This helps to assess the current communication landscape in the organization and determine possible shortages and challenges (Saunders et al., 2012). A qualitative research method is used to explore the nature of interdepartmental communication, and the impact on hospitality operational performance (Marshall, 2015). Sample Size is 3 employees from each department of Delta Marriott Swansea. It uses purposive sampling to choose participants who relevant knowledge and experience in cross-departmental communication (Silverman, 2011 Qualitative data was analysed using a thematic analysis. It is a method for identifying, analysing and reporting patterns (themes) within the data. This enables systematic categorization of the communication practices and challenges and leads to recommended improvements through thematic analysis (Saunders et al., 2012). This study has ethical considerations such as informed consent, confidentiality, and voluntary participation of participants (Grbich, 2006). Participants will be provided with full disclosure regarding the purpose of the research and that their data will be anonymised and securely stored (Silverman, 2011). The less harmful path, following participants' rights to clarity in data collection and reporting.











[bookmark: _Toc190817590]4 Case Study Hotel Overview and Findings 
[bookmark: _Toc190817591]4.1 Case Study Hotel Overview
Delta Hotels by Marriott Swansea is a significant hotel in the Maritime Quarter in Swansea, Wales. The hotel has a restaurant, the Cast Iron Bar & Grill, and six conference rooms with catering and audio-visual resources (Delta Hotels Swansea, 2024). With its parent company being Marriott International, Delta Hotels by Marriott Swansea has the access to the vast resources and support that the brand has to offer. With more than 6,100 properties in over 124 countries and territories, and 30 leading hotel brands. Marriott had around 411,000 employees around the world in 2023. Marriott International has taken steps to save on cost and said the initiative was helping the company resolve the changes in market conditions, and that it saves an estimated $80 to $90 million in pre-tax and administrative costs per year. It also added it would lay off more than 800 corporate-level employees in early 2025 Delta Hotels by Marriott Swansea is part of the larger Marriott block and so they bring a wealth of experience and resources to the table for a successful hotel experience (Delta Hotels Swansea, 2024).
[image: ]
[bookmark: _Toc190631131][bookmark: _Toc190817609]Figure 2: Location of Delta Hotels Swansea
[bookmark: _Toc190817592]4.1.1 SWOT
Strengths: Delta Hotels by Marriott Swansea features two outdoor spaces, providing guests with blended indoor-outdoor spaces and beautifully decorated event spaces. As part of Marriott International, it also benefits from brand recognition, access to a global customer base, and strong operational support (Leigh, 2019). The hotel features modern facilities, including conference facilities and a fitness centre, and provides Cast Iron Bar & Grill, to serve all type of guests ranging from leisure travelers to business travelers.
Weaknesses: The hotel is operating with fewer staff members during peak seasons, which can decrease service. Its dependence on Marriott’s corporate policies could stifle flexibility in terms of local decision-making. Furthermore, the price could be a drawback for budget-oriented travelers (Delta Hotels Swansea, 2024).
Opportunities: This can bring operational efficiency through growing digital advertising plans, raising sustainability plans and introducing AI-driven guest services. Hosting more corporate events and conferences can drive business clients (Leigh, 2019).
Threats: The threats include competition from alternative luxury and boutique hotels in and around Swansea, economic downturns affecting the tourism sector, and possible disruptions due to staffing shortfalls or rising operational costs.
[bookmark: _Toc190817593]4.1.2 PEST
Political: Regulations on hospitality, taxation, and Brexit-related policies impact operations. Laws around employment and visa policies impact Delta Hotels by Marriott Swansea as it has international team members (Shabanova et al., 2015). 
Economic: Occupancy rates for hotels will be affected by trends, such as tourism trends, inflation, and economic downturns. Profits take a hit from high operating costs and wage hikes. The ups and downs of business travel also affect sales.
Social: Guest's growing demand for personalised experiences and sustainability practices lead to improvement in service. The shifting consumer preference in favour of digital and contactless services inform the operations (Delta Hotels Swansea, 2024).
Technological: Advancements in AI, automation, and digital booking platforms enhance efficiency. With the rise of online reviews and social media, brand reputation can be affected very quickly by customers, so it is very important to engage with them digitally as much as possible (Shabanova et al., 2015).
[bookmark: _Toc190817594]4.1.3 Competitor Analysis 
Delta Marriott Swansea operates in the upscale hotel segment which competes with other premium and mid-range hotels in Swansea (Delta Hotels Swansea, 2024. Below is a price vs. quality comparison of key competitors:
	Hotel
	Price Range (Per Night)
	Quality & Key Features

	Delta Marriott Swansea
	£100 - £160
	Premium amenities, waterfront views, business-friendly services, Marriott loyalty program benefits (Delta Hotels Swansea, 2024).

	The Grand Hotel Swansea
	£80 - £130
	Modern rooms, central location, but limited luxury amenities (The Grand Hotel Swansea, 2025).

	Village Hotel Swansea
	£90 - £150
	Stylish design, strong fitness facilities, but less personalised service (Village Hotels, 2025).

	Morgan’s Hotel
	£120 - £180
	Luxury boutique hotel, unique historic charm, but higher price.


[bookmark: _Toc190631130][bookmark: _Toc190817610]Table 1: Competitor Analysis
[bookmark: _Toc190817595]4.1.4 Reflective Account
During my placement, I noticed frequent communication breakdowns between the housekeeping and front office departments which caused delays and guest dissatisfaction. This experience highlighted the importance of effective communication in hospitality operations. Thus, it motivated me to explore strategies to improve interdepartmental coordination which ensures smoother operations, enhanced guest experiences and overall service efficiency within the hotel industry.Bottom of Form
[bookmark: _Toc190817596]4.2 Findings
[bookmark: _Toc190817597]4.2.1 Existing communication practices between departments at Delta Marriott Swansea
Current Communication Methods:
“The main methods of communication are by email, phone, instant message, or face to face. Urgent matters are addressed by instant messaging and calls, and when it comes to formal updates, the emails do the job.” -Employee 1
“Most interdepartmental communication is done via phone, email, instant messaging apps, and daily briefings.”- Employee 3
At the Delta Marriott Swansea, communication between each of the departments mainly relies on both email and phone calls, instant messaging, face to face meetings and daily briefings. Quick responses are ensured through phone calls and instant messages while emails are reserved for formal updates and documentation. Such a division of labor keeps things efficient and well defined in the day to day usually.
Most Relied-Upon Forms of Communication:
“Phone calls and instant messaging are the most common, given their immediacy. Dominoes are for the browser, while meetings are for the face when soliciting complex issue queries requiring elaborate discussions.” -Employee 1
“Mobile phones and face-to-face conversation are the most effective ways of solving an issue quickly. Emails and meetings work well for recurrent updates and strategic planning.”- Employee 2
According to Delta Marriott Swansea, phone calls and instant messaging are the two most frequently utilised communication channels because of the immediacy aspect which resolves problems swiftly. For sensitive matters that involve deeper conversations, they recommend talking in person. My experience has shown that mobile phones and face to face conversations are the best way to solve an immediate problem while emails and meetings are best suited for updates and strategic planning in the long term. This combination of instant and formal communications ensures good co-ordination between departments and increases operational efficiency and service quality.
Frequency and Type of Communication:
“Departments communicate back-and-forth multiple times daily (arrivals, guest status, special requests, upcoming events, inventory management, etc.) to keep smooth operation of the hotel.” -Employee 2
At Delta Marriott Swansea, departments connect several times each day to coordinate their operations. Regular communications deal with guest arrivals, forecasts, special requests, forthcoming events, and inventory. Through this constant reaching out, coordination is upheld, service disruptions are avoided, and everyone involved are able to work in alignment in providing efficient, quality hotel hospitality services.
“During high demands there is always correspondence. Exchange of information such as guest requests, housekeeping updates, reservation modifications and coordination for special events.” -Employee 3
At peak times at Delta Marriott Swansea there is constant communication to ensure everything flows.” Departments share crucial information on guest requests, housekeeping status, reservation changes and event coordination. Instant communication streamlines operations and prevents delays in service while maintaining the satisfaction of guests across the entire department ensuring that they are up to date with everything.
[bookmark: _Toc190817598]4.2.2 Cross-departmental communication in hospitality operations of Delta Marriott Swansea
Impact on Daily Operations:
“Good communication makes efforts run smoothly in the shop like during check-ins, events, busy dining hours. This can lead to delays, guest complaints, and inefficiencies.” -Employee 1
At Delta Marriott Swansea, effective communication allows for seamless check-ins, events and peak dining hours. A well-oiled machine is a product of seamless communication, where tasks are coordinated and disruptions are minimised. But ineffective communication between departments can lead to delays, guest complaints, and operational inefficiencies, demonstrating the importance of clear and timely interdepartmental communication in upholding service standards and guest satisfaction.
“Communications help departments work together easily even during the busiest times. There can be a practice of communication between interactions which could lead to the scope of rooms availability and execution of events”. -Employee 2
Within the Delta Marriott Swansea, operation communication system is so effective, that departments are able to work together seamlessly during high demand. Thus, clear interactions can facilitate the room availability management and execution of the events. By establishing consistent communication practices, hotels can better coordinate efforts, minimise misunderstandings, and streamline service delivery, all of which lead to a smoother guest journey and increased efficiency across different departments.
Challenges Due to Lack of Communication:
“A situation where housekeeping was not updated about last-minute check outs on time led to the rooms being unprepared causing a delay in check and guest complaints. It brought front desk operations to a halt.” -Employee 3
At Delta Marriott Swansea, rooms should have been made available for last-minute checkouts, but no one in the housekeeping department was aware of it. These were not only causing guest dissatisfaction, but also operational disruptions, and front desk activities were at a standstill. The incident highlights the critical need for real-time updates between departments to ensure efficiency.
“An incident occurred where the kitchen was not informed about a dietary request for an event which leads to guest dissatisfaction and last-minute scrambling to fix the issue.” -Employee 2
At Delta Marriott Swansea there was a lack of communication when the kitchen was not told of a dietary requirement for an event. This small oversight caused guests to become annoyed and crammed to fix it in the eleventh hour. This will keep all departments updated and avoid any service break and improve guest experience.
Instances of Miscommunication:
“Miscommunication amongst the front office staff resulted in the lack of adequate staffing for a major event, leading to delays in service and guest dissatisfaction.”- Employee 1
Delta Marriott Swansea experienced a miscommunication amongst the front office staff, resulting in insufficient staffing for a key event. They caused delays in services and guest dissatisfaction. This incident shows the need for every team member to have confident, clear communication, especially in high-pressure situations so everyone knows what orders should take priority to ensure the best service and dining experience possible for guests.
“Housekeeping once misheard an early check-out request, so a room went uncleaned before new guests moved in. This was subsequently fixed by more sophisticated tracking systems.” - Employee 2
At the Delta Marriott Swansea, a communication breakdown led housekeeping to misinterpret a request for an early check-out and leave one room unturned when new guests were arriving. This led to a service disruption, but the issue was later addressed through the implementation of more sophisticated tracking systems to prevent similar occurrences in the future, ensuring smoother operations.
[bookmark: _Toc190817599]4.2.3 Recommendations to enhance coordination and efficiency of cross-departmental communication
Suggested Communication Improvements:
“A single app for the whole organization, allowing interdepartmental updates, would save time in requesting information and making the best use of it; it would minimise verbal miscommunication.”- Employee 2
Employee 2 suggests implementing a single app for the entire organization to streamline communication across departments. It would make updates possible in real, time, minimise the number of times spent asking for info and facilitate data to find out how urgent. It will also reduce the chance for verbal miscommunications resulting to a more coordinated and efficient team as well as improved operational workflows and guest satisfaction at Delta Marriott Swansea.
“A digital communication tool, where everyone can share anything, which will prompt timely updates for the system and thus prevention of lost time. Frequent interdepartmental briefings would increase both coordination and efficiency.”- Employee 3
Employee 3 recommends implementing a digital communication tool that allows all departments to share information easily which ensures timely updates and preventing lost time. Furthermore, implementing cross-departmental briefings on a daily basis would improve interdepartmental alignment, coordination and efficiency of day-to-day operations, thus directly affecting service quality and guest satisfaction at Delta Marriott Swansea.
Recommended Actions for Better Collaboration:
“Forming a contact team between departments in which each department will send out a representative on a daily basis and report to each other would help streamline coordination and prevent miscommunication.” Employee 2
Employee 2 suggests a contact team, which consists of a person from each department who reports daily and communicates with other departments. This would greatly facilitate coordination, ensure that everyone was receiving updates continuously, and help to avoid miscommunication.  By having dedicated points of contact, information sharing would be more structured and thus, leading to better collaboration and smoother operations across departments at Delta Marriott Swansea.
“Organizing routine interdepartmental meetings, implementing a system for digital logging of task tracking, and putting communication training programs in place would help build teamwork, coordination, and the efficacy of service.” Employee 1
Employee 1 proposes regular interdepartmental meetings, a digital task tracking system, and communication training programs. These measures would improve collaboration, coordination, and service delivery. Meeting on a regular basis ensures everyone is aligned, digital systems are in place to streamline who does what, and training programs help them communicate better which, combined, boosts operational performance, and guest satisfaction levels at Delta Marriott Swansea.














[bookmark: _Toc190817600]5 Discussion
[bookmark: _Toc190817601]5.1 Identification of the existing communication practices between departments at Delta Marriott Swansea
Delta Marriott Swansea uses email, phone, instant messaging, and face-to-face communication or briefings daily to ensure interdepartmental communication. The urgent stuff gets done by instant message and phone call, with prompt responses, whereas updates and documentation go by email. A communication structure avoids empty exchanges and ensures alignment among departments. Phone calls and instant messaging are the most-used methods among all, as they are used to address issues in real-time. Conversely, face-to-face meetings are favoured when discussing complicated topics that need to be multidimensional. Mobile phones and face-to-face dialogue manage immediate concerns successfully, while emails and scheduled meetings maintain strategic objectives and periodic updates. This careful blend of real-time interaction and formal communication enables effective coordination and business stability. Information is being exchanged between departments at Delta Marriott Swansea multiple times a day for important information, such as peak guest arrivals, special requests, current and upcoming events and potential integration to inventory. As the demand increases, guests need assistance with several other requests throughout the day, leading to more communication ensuring help is provided, including housekeeping requests, changes in reservations, and/or event coordination. While this may appear very boring, it is an essential part of ensuring that service levels and guest satisfaction remain where they should be.
When assessed against existing literature regarding communication practices in hotels, Delta Marriott Swansea's results further back up the literature that internal communications are crucial for achieving operational and guest satisfaction. Sibanyoni et al. (2018) point out that these regular briefings, shift handovers and entering data into communication channels, such as property management systems (PMS), are vital to keeping staff in the loop and operations running smoothly. Delta Marriott Swansea also does this is any correspondence to guests, whether it be via telephone, e-mail, instant messaging or face to face: Departmental concerns are always communicated allowing departmental functions to know what facilities and services are in demand, reducing the chances of their departments inundated with guest demands. Moreover, Gazgireeva et al. (2022) emphasise the need for departments (housekeeping, food & beverage, front office) to coordinate across departments to act timely on guests' requests. This is evidenced by the case of Delta Marriott Swansea, whose interdepartmental communication ensures that a seamless flow of service provision is delivered to guests, especially considering the peak periods of demand. Moreover, as noted by Vidak and Kovačević (2023), insufficient internal communication can create confusion and errors, which is consistent with hotellexperience that the effective communication tools utilised at Delta Marriott Swansea need to be effective before service errors and delays occur. In general communication is the key, and structured, frequent, multi-channel communication is needed to maintain high service standards and ensure guests are satisfied as demonstrated by the review of literature and the example from the real world.
Overall the findings at Delta Marriott Swansea showcase a structured and balanced communication system although there are differences with the existing literature. Sibanyoni et al. (2018), recommend property management systems (PMS) to facilitate internal communication, whereas Delta Marriott Swansea draws on more direct methods such as calling, instant messaging, and in-person meetings for urgent matters. This implies that at the hotel, the style of Table Traveling is rather more personalised and less dependent on technology than the automated tracking methods emphasised in the literature. Lozovitskaya and Weerakit (2017) also raise the importance of guest communication via pre-booking confirmations, mobile applications, and interaction through social media. Yet, the revelations at Delta Marriott Swansea seem more about interdepartmental interaction than contact strategies with guests directly, pointing to a lack of direct outreach with an eye to attracting more guests and building a deep relationship through digital touchpoints. Additionally, based on the results obtained by Gazgireeva et al. (2022), praise the importance of efficient communication between departments to ensure continuity of service delivery, use of various communication tools by the Delta Marriott Swansea Team and the risk of information fragmentation seen in contrast with the literature’s emphasis on integrated systems. Instead, Patafta and Milohnić (2022) warn potential operational challenges due to poor coordination, which should not be an issue at Delta Marriott Swansea thanks to structured communication method that significantly minimises such risk.
[bookmark: _Toc190817602]5.2 Examination of cross-departmental communication in hospitality operations of Delta Marriott Swansea
Having effective communication across relevant departments is essential to Delta Marriott Swansea running smoothly day-to-day, particularly with so much happening at peak times during check-ins, events or busy dining. According to the staff, if different departments communicate well, it helps in better operations, which leads to reduced bottlenecks and high guest satisfaction. While enabling you to manage room availability and execute events as planned, good communication practices also ensure your service provision operates as scheduled. But there are always problems if communication does not exist, which causes operational problems and guest dissatisfaction. For example, if housekeeping is not notified of last-minute checkouts, unprepared rooms and check-in delays will back up front desk operations. An example would be a dietary request not communicated to the kitchen for an event, resulting in disgruntled guests and scrambling to solve the problem at the last minute, he explains. In one case, the front office staff did not coordinate their own staffing for a large event, resulting in delays and poor service. Housekeeping also misinterpreted an early check-out request, resulting in a room left uncleaned before new guests arrived, but this was later mitigated with improved tracking systems. It is incidents like these that highlight the criticality of real-time updates and communication across every department to drive efficiency and prevent service breakdown, and optimization of the guest experience.

These concepts align strongly with both the results of our study at Delta Marriott Swansea, and the existing literature, both emphasizing that effective cross-departmental communication is key to natural, seamless hospitality operations. Through successful communication, a better coordination of tasks and interaction between the departments as Front Office, Housekeeping and Food & Beverage (F&B), make a smoother guest experience (Agarwal and Garg, 2012). This is echoed in the findings from Delta Marriott Swansea, where clear communication was at the heart of efficient check-ins, managing events and co-ordinating room availability. Mathur (2020) mentions the issues poor communication causes in terms of disorganization and a result in guest dissatisfaction however this was present at Delta Marriott Swansea given delays of preparation in rooms resulting from miscommunication, changes to dietary requests that were left until the last minute and not enough staff present for events. This is the least liked function in the organisation King and Lee (2016) argue that communication between departments assists in resolving problems quickly so that minor issues do not escalate. An issue like housekeeping's failure to clean a room, because the early check-out message was misunderstood, was resolved with a tracking system. Similarly, Čuić Tanković et al. (2022). As the Swansea case clearly outlines, though it is not exclusively a food-related fashion example, presenteeism was an integral part of the guest experience, brought about by a lack of early intervention to correct dietary issues. Lopez-Gonzalez et al. (2022) advocate for proactive communication with guests as a means of increasing levels of satisfaction during stays and the fact that this debate has raged at Swansea once again does not speak optimistically of future lines of communication between event organisers and event guests. It can be seen in the literature and findings alike that effective communication offers benefits of resource allocation optimization, flow of work efficiency, and guest satisfaction, whilst breakdowns lead to service delays, inefficiencies, and disruptions in operations.

The Delta Marriott Swansea findings illustrate the impact of effective communication and the implications if it is absent, which relates to, and contrasts with, the literature in multiple areas. Agarwal and Garg (2012) illustrate the need for cross-departmental communication needed to ensure seamless service; Employee 1 noted that good communication facilitates smooth operations during peak hours. Nevertheless, Mathur (2020) criticises the disorganised nature of this process which appears to be the case during several instances at the Delta Marriott Swansea where information to guests did not get through leaving guests with no rooms and lots of complaints. According to King and Lee (2016), it suggests that clear communication helps in the ability to quickly address problems, which Employee 3 exhibits when he mentions guest delays at the front desk because housekeeping isn’t updated with last-minute changes. Conversely, Gazgireeva et al. (2020) fill out the situations where poor communication can lead to an extended time for a response to an issue, such as when the kitchen management does not have a way of notifying the staff about someones dietary restrictions and last-minute chaos ensues. In a similar vein, Čuić Tanković et al. Rotaba et al. (2022) suggest proactive communication is necessary to better guest experiences, something I missed in Delta Marriott Swansea when my request to check out early was misheard, so my room was not cleaned. Finally, Lee and Oh (2021) suggests that communication enhances resource allocation while Brownell (2022) cautioned that failures in communication lead to inefficiencies which can be seen in the staff challenges at a large event due to poor communication from the front office.
[bookmark: _Toc190817603]5.3 Recommendations to enhance coordination and efficiency of cross-departmental communication
To improve the coordination and efficiency of cross-departmental communication at Delta Marriott Swansea, a number of recommendations have been made. From Employees suggests the consideration of the whole organization on one on-the-line app with real time updates, narrows down on verbal miscommunications and helps in making the workflow more efficient. Likewise, Employees calls for a digital communication platform where departments can quickly share updates with each other at a moment's notice to prevent lost time and guarantee smooth alignment between departments. Intervićetonal briefings would also have helped keep everything aligned, as well as improve day-to-day functioning. To improve the cooperation even more, Employees suggest to create a contact team with agents from every department who are in contact for short periods each day, which provides to simple cooperation as well as less confusion during the work. Employee 1 has suggested holding regular interdepartmental meetings, initiating a digital task-tracking system, and offering training programs on effective communication. These initiatives would aid collaboration, ensure accountability, and improve overall service delivery. And with the use of structured communication systems, digital tracking and regular meetings, Delta Marriott Swansea can work towards a more efficient and effective working environment. Contributing to better guest satisfaction through a better service delivery is not less than a must-recommendations.

Integrated digital communication tools play a significant role in optimizing cross-departmental collaboration, as noted in both the research findings and prior literature. The suggestion of a single organization-wide app by Employee 2 is also consistent with Gazgireeva et al. (2020) who further states that property management systems or instant messaging apps allow real-time updating and seamless transfer of information between departments to curb miscommunication and drive operational efficiency. As Mathur (2020) points out, frequent interdepartmental briefings, as suggested by Employee 3, keep staff members on the same page and give departments the opportunity to collaborate on guest preferences and operational updates when they are due to coordinate or share knowledge; thus, minimizing the chance of escalation and encouraging proactive service (Mathur, 2020). But neither Čuić Tanković et al. (2022) warn that over-reliance on communication tools and frequent meetings can lead to inefficiencies if not well managed (King, 2016; Vugt, 2022). In addition, Employee 1’s suggestion to develop a digital task tracking and structured collaboration process aligns with Patafta and Milohnić (2022) who recommend the establishment of a clear Standard Operating Procedures (SOPs) for consistent service delivery. Finally, Employee 2’s suggestion of developing a contact team from staff in different departments go hand-in-hand with Seyitoglu and Yuzbasioglu (2015) assertion that cross-training develops empathy and teamwork, resulting in improved service. However, Sibanyoni et al. Highlighting the need for balance in practice, (2018) warn that poorly cross-trained people can lead to confusion or inefficiency.

When comparing literature on cross departmental communication in hospitality operations to key themes identified by employees at Delta Marriott Swansea, some points stand conspicuously out. Delta Marriott Swansea employees also foreground the need to use one digital communication platform for updates, to lessen the chance for verbal miscommunication. This is consistent with the work of Gazgireeva et al. (2020), which has integrated communication tools. However, Čuić Tanković et al. (2022) emphasise the risks of ineffective use that can lead to systems becoming overburdened and information vacuums being created, adding to the potential contradiction between the optimism expressed by employees about a single application. However, King and Lee (2016) warn against these recent trends in Employees suggestions; it goes on to discourage over-the-top meetings as it can lead to time being wasted and decreased productivity. They propose digital task tracking and routine meeting of the teams from the various departments (Mathur, 2020), however King and Lee (2016) caution that oversealous formal inter-community coordination can hamper the speed of decision-making. Moreover, employees recommend creating a contact team consisting of representatives from all departments, however, there is no clear indication regarding structured Standard Operating Procedures (SOPs) which, according to Patafta and Milohnić (2022), is essential. Finally, the results are silent on cross-training where as Seyitoglu and Yuzbasioglu (2015) mention that, where applicable, it promotes communication; however, Sibanyoni et al. the risk of inefficiencies if the system and the process are not designed accordingly (Agarwal and Selen, 2018). Bottom of Form
[bookmark: _Toc190817604]6 Conclusion and Recommendations/Practical strategies
[bookmark: _Toc190817605]6.1 Conclusion
The conclusion of the study is structured under research questions as follows:
· What are the current communication practices used between departments at Delta Marriott Swansea?
At Delta Marriott Swansea, communication between departments is most often done via email, phone calls, instant messaging and face to face meetings. Because they’re more immediate, we use phone calls and instant messaging for urgent matters, whereas emails are reserved for formal updates and documentation. For more strategic planning, for round-ups, daily briefings help keep departments aligned. There is frequent communication, with departments communicating multiple times a day about guests’ status, special requests, and inventory management. “Especially during peak times, there is scaffolding communication around guest requests, housekeeping updates, reservations, special events — the whole shebang — to align so operations run smoothly and guests are satisfied with their vehicle experience.”
· How does cross-departmental communication impact operational efficiency and guest satisfaction in Delta Marriott Swansea?
At Delta Marriott Swansea, its cross-departmental communication is critical insight into keeping the operations smooth daily, while providing guest satisfaction. Good communication allows departments to work together efficiently during check-ins, events and peak dining hours, avoiding delays and limiting complaints. Let’s say, it helps to manage the room availability and event execution. Yet, poor coordination can cause operational bottlenecks like delays in getting rooms ready or missing out on special requests, which can upset guests. Miscommunication, especially during peak hours, can lead to operational disruptions, emphasizing the necessity for real-time information and ongoing coordination between different departments to ensure service remains consistent.
· What strategies can be implemented to improve coordination and efficiency of cross-departmental communication?
The following are the strategies that can be applied to improve coordination and efficiency of delta Marriott Swansea cross-department communication: One of the things I would consider is the implementation of a single digital communication app, because it would ease the update process and protect against verbal mistakes — information would travel quickly. Finally, if an electronic tool for data sharing between departments is developed, along with regular interdepartmental briefings, then departments will be kept up to date and avoid delays due to seeking information. Creating a contact group with a representative from each department who provides daily communications would further assist with coordination. Finally, setting up periodic meetings across departments, establishing a digital task management system and encouraging communication-focused masterclasses programs would encourage collaboration, ensure matching goals across various departments and enhance operational efficiency resulting in greater guest delight.
[bookmark: _Toc190817606]6.2 Recommendations/Practical strategies 
Considering the knowledge, understanding, and realisation obtained through the work practice placement, at Delta Marriott Swansea, it is evident that cross-departmental communication is important within the hotel’s operational performance. The success of the hotel operations depends on effective inter- department communication as it minimises service interruptions and increased guest satisfactions. However, the organization encountered several challenges such as miscommunication, updating delays, and absence of a structured communication practice. recommendations to overcome these challenges and enhance hotel operations are as follows:
Implement a Unified Digital Communication System: A key challenge noted in the study is communication fragmentation among departments. However, make calls, emails or even instant messengers (also sometimes) can be used to for necessities they create information silos and can create delays (especially in peak hours.) As Employee 2 mentioned, using one app for the whole firm would reduce the need to interact with multiple forms which would lead to real-time updates across sectors. Departmental updates can be posted in real-time and viewed by other departments through a centralised digital tool, providing visibility on guest status, inventory, special requests and other important information.
Establish Digital Task Tracking Systems: The inability to track tasks and updates in a systematic way created a lot of confusion and disarray, not least when departments forgot to tell one another about, say, last-minute checkouts or dietary requirements. Digital task tracking: Each department can log tasks, updates, and special requests in a shared tool creating a central, clear record of all action being taken. Not only would this increase accountability but also make sure critical information is not lost along the communication chain. For example, when a guest requests something as simple as a towel, the system automatically notifies the right departments — housekeeping, the kitchen, the front — enabling all departments to execute their actions in a timely and coordinated manner.
Frequent Interdepartmental Briefings: Employees recommends instituting regular briefings between departments, such as daily or at the beginning of a shift. This would allow for communication of important information regarding guest arrivals, special requests, events, as well as any issues in the operations. By talking about these issues regularly, employees can anticipate challenges and get the entire team on the same page with regard to what should be prioritised. In addition, interdepartmental briefings enable departments to express their concerns, voice questions, and discuss pressing matters in real time, helping to surface bottle necks or possible service gaps before they become a reality for guests.
Create a Contact Team for Cross-Departmental Coordination: To communicate even better and avoid miscommunication, Employee 2 proposes creating a contact team composed of an employee from each department. This team would cover the gaps and make sure info flowed in both directions amongst departments and would also meet daily to hear updates from each area. Adding contact team members are responsible for contacting you and getting the status update on the projects which would ease the work of connecting with different people. They would be responsible for communicating departmental news, answering any questions or concerns, and keeping all departments in sync on important operational tasks. This team morale would contribute to promote collaboration and would minimise the risk of oversight for key data.
Invest in Communication Training Programs: They also identified miscommunications during high-pressure situations like event coordination or busy meal periods as a common problem. That can result in delays, service interruptions and guest dissatisfaction. Employee 1 suggests that this issue can be resolved by introducing communication training programs for all employees. Training here should include specifically developing verbal and non-verbal communication, active listening, ability to convey information succinctly and clearly. Additional training that are important to identify include how to handle high-pressure scenarios, including dealing with complaints and disputes among departments.
Implement a Centralised Information Repository: On top of that, having a single source of information would improve cross-departmental coordination even further, rather than relying solely on digital communication tools. This system would include all necessary documents, guests peeve such as allergies and other info, booking details, and operating reports. To illustrate, if a guest has a food allergy, this info gets saved in the system, so that the kitchen, front desk, and event coordination team all see the same data, minimizing the potential for human error.
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