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Customer service skills are essential and they play significant role in the hospitality industry. They require good communication skills- verbal and non-verbal and are the most important personal asset for any hotel manager. In order to manage a successful business, have an excellent client base of returning customers, and last but not least engaged employees and an effective team, the manager should be able to communicate well and listen even better. This is especially important in difficult times like the current COVID-19 pandemic- hospitality is one of the worst affected industries as a result and communication skills are key when motivating staff and ensuring customers are safe. This report illustrates good and poor practices from the daily operations at a hotel in central London. It confirms the importance of communication in hospitality and that effective communication leads to effective teamwork and excellent business results. 
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1. [bookmark: _Toc49977682]Introduction 

Communication is part of our everyday life- personal and professional, we even communicate with ourselves. According to Griffiths and Dunham (2017, p.47)  “Communication is the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people”. It is vital for every industry and it is of great importance for the hospitality industry. Many of the services are being sold and delivered through communication and Jafari and Way (1994 quoted in Maund et al. 2017, p.81) observe that focusing on verbal and non-verbal communication enhances the customer satisfaction. The first impression of a customer staying at the hotel is the reception- starting with non-verbal communication, for example, the ambiance of the lobby, the eye contact acknowledging the arrival, the welcoming smile, followed by the verbal communication. This first contact is so important, that it can influence the whole stay and leave a lasting impression for the business. Good or bad- that depends on communication skills.  
[bookmark: _Toc49977683]2.    Models of Communication 
 
[bookmark: _Toc49977684]2.1 Shannon and Weaver Model of Communication (1948) 
The model is arguable the most popular and significant model of communication according to Chandler and Munday (2011). The main components of the model are the information source, a transmitter, a channel, and a receiver. There is another component- noise that may affect how the message is received. The feedback loop is introduced later to this model. It has some disadvantages- does not consider “the social context of communication and the importance of meaning” (Thompson,2018, p.17). 
 
The model applies to everyday operations in the hotel. Apart from the technical illustration – using a digital device (telephone) to send or receive a message, the model can also be applied when serving customers. In that case, the service is the message, the sender is the staff member (receiver) by delivering the services (the message) through a channel- a person or by digital method (e-mail, hotel website, telephone). The most valuable feature of the model for the business is the feedback loop. Nowadays hotels rely entirely on customer reviews to excel in serving their customers and even to update their marketing strategies. In this case, the review is the message, the sender is the customer, the receiver the person responsible for the customer service- usually guest relation agent, the channel is either the person – you can receive the feedback at check out; or the channel is digital- the hotel website, the booking engine, e-mail. In the hotel, the customer service agent would answer every review and feedback. The result is minimising the official complaints and eventual refunds and proves to be one of the reasons for high customer satisfaction.  
The challenge in this model is the noise. One of the barriers the members of staff and customers experience at check-in or when on the phone is the physical noise from the café in the lobby. 
In many cases, there is internal noise in communication in the Front office department- the multitasking. A customer approaches the front desk agent while he is sending an important e-mail to his manager or customer. He needs to stop and serve the customer who is present and come back to the e-mail later, however, he might need to answer the phone as well. Consequently, the front desk receptionist might forget what the customer who was at the desk asked for, and eventually that customer will have to go back and repeat which will leave him annoyed and unhappy. The receptionist might also forget about the important e-mail and that will delay his answer. 
 
[bookmark: _Toc49977685] 2.2  Schramm’s Model of Communication (1954) 
The Schramm model considers communication as a never-ending process that consists of a sender, message and receiver,  and accents on encoding and decoding, where the emphasis is on interpreting the message (Croft, 2004) According to the model effective communication is not possible without feedback. This model can be illustrated with the hotel manager delivering the same message to different hotel departments. For example, the new guidelines from the government regarding Covid-19 in hotels and restaurants would be encoded by the Hotel manager differently if it is to be conveyed to the Front office manager as they need to be familiar with all details or to a member of the housekeeping department as the cleaners in the hotel are foreigners and semantic barrier might occur. As in the case study with the professor whose house was burning, cleaners will not be able to decode the message if the manager uses specific terminology. Therefore, the hotel manager will need feedback from the cleaner and confirmation that instructions are received. The weakness of the model is the limitation to two participants only which means that the manager will need to convey the same message and interpret it differently with each housekeeping member which could be time-consuming. 
[bookmark: _Toc49977686]2.3   Berlo’s Model of Communication (1960) 

Berlo’s model of communication is based on 4 main components:  Source, Message, Channel, and Receiver (Drew, 2020). What makes this model distinctive is that it considers specifications for each component, how they are affected by different aspects, and their influence on the encoding and decoding of the message.  
Berlo model can be illustrated when communication between the owner of the hotel (sender in this model) and a staff member (receiver) takes place. Usually, the channel is the telephone and the member of staff receives the message through hearing. The non-verbal communication is the voice of the owner- he never introduces himself when he calls because he expects to be recognised - this is his attitude and also part of his culture. This affects the message and how it is received and also suggests active listening. As mentioned above multitasking is common while the receptionist is on the phone however that is highly unlikely when the communication is with the owner. One of the reasons is his intuitive communication style - he gives very few details, does not explain and usually, the conversation is very quick. Another reason is also one of the main criticisms of Berlo’s model- the opportunity for feedback. If the receptionist misses a detail, he cannot just call back and ask. Another criticism for Berlo’s model is it doesn’t indicate noise and barriers to communication, which are also part of the daily communication in the hotel across all levels. In communication with the owner, there is internal noise for the receiver- it might create stress and even panic because they want to decode the message right. The barrier to communication could be the status effect- the sender might feel the anxiety of the receiver and use jokes and ask personal questions to make the receiver feel at ease. In the case with Mark (Day with the Chief in Maund et al, Chapter 4, 2017) he lacked emotional intelligence and did not evaluate the context right. Similarly, one of the receptionists misunderstood the message and started complaining about his duties which is not acceptable considering the culture of the organisation. 
 
 
[bookmark: _Toc49977687]3.    Communication Skills 
 
[bookmark: _Toc49977688]3.1   Verbal Communication 
Verbal communication consists both of words and our verbal fillers (e.g., um, like) and is enabled through language (Quintanilla and Wahl in Maund et al., 2017, p. 68).  Verbal communication skills are very important in everyday activities at the hotel because this is the easiest and most direct way of communication between the staff and when serving the customers. Often the main challenge members of staff are facing is the different languages that everyone involved in the hotel speaks and that is often a barrier to understanding. For example, a customer rings the reception with a specific request but because of the semantic problem- lack of knowledge of the meaning of the word, the receptionist fails to fulfil the request. The consequence is unhappy customer and bad review on the hotel website. Cultural differences also prove to be a barrier to communication- it is common to use “please” in the UK, however, that is not the case in other countries. As a result, a customer who does not use please might appear rude and that could result in a barrier of reception for the member of staff because of the difference in attitude and values. The most common barrier to acceptance in the verbal communication between staff members at the hotel is the interpersonal conflict that unfortunately affects the whole team and its performance. For example, members of the Housekeeping department find themselves often in heated discussions who is cleaning better. In this case, the manager needs to interfere and influence communication using credibility and expertise as a source effect. 
 
 
[bookmark: _Toc49977689]3.2. Non-verbal Communication 
 There are standards and procedures in place in the hotel, however, even the most experienced members of staff often find themselves in challenging and stressful situations. In those cases, the non-verbal communication skills and emotional intelligence play significant roles. According to Quintanilla and Wahl ( cited in Maund et al., 2017, p. 69) “nonverbal communication (also referred to as body language) includes all those ways we communicate without words”. For example, a customer has a problem in their room and is heading to the hotel reception to complain. His facial expression, even the way he walks, the tone of voice are non-verbal communication codes that should help the receptionist encode the message that the customer is not happy and help them prepare for the complaint and an adequate reaction. If the receptionist fails to decode the message due to lack of emotional intelligence that will most probably annoy the customer even more and lead to bad publicity and even result in a financial loss for the business if a refund is requested. However, if the member of staff decodes the message correctly, he can use credibility as a source effect to influence the situation and convince the customer that the problem will be rectified to avoid the escalating of the complaint and eventual refund.  
Another example of effective non-verbal communication is the staff uniforms and name badges- the customers recognise members of staff easily and can direct questions at them. Daily, the occupied rooms are visited at least once by a member of staff for cleaning or maintenance. On one occasion a member of the maintenance staff was wearing his casual clothes and that lead to a complaint from the guest whose room he was working in. The reason is the first received non-verbal message- “there is an intruder in my hotel room.” The verbal message followed with explanations, but the non-verbal message already had its consequences- left the customer stressed and scared for his belongings and as a result, there was a serious complaint.  

[bookmark: _Toc49977690]3.3   Listening  

According to Crockett (2011), “The average person remembers between 25% and 50% of what he or she hears.” (2011, cited in Maund et al. 2017, p. 87). As mentioned earlier one of the barriers to listening at the hotel reception is the external noise from the café located in the same lobby and the internal noise because of multitasking- very often the receptionist is distracted when serving a customer by a telephone ring for example which affects the active listening. Another barrier to effective listening is an internal attitude. Often the same question is being repeated by different customers which leads to “I know it already” attitude. Unfortunately, in this case, failing to listen actively and just presuming what the question is about only leads to missing important details and affects customer satisfaction. An example of good practice related to listening at my workplace is a situation with a receptionist and a lady in distress. Empathetic listening proved to be a very effective communication skill that helped resolve the issue. In this case, there was a semantic barrier to listening- the receptionist did not speak very good English. My colleague managed to evaluate the context correct- the body language, facial expression, and tone of voice of the lady. He listened carefully and all his attention was directed to her. He overcame the semantic barrier to communication and influenced the situation using expertise as a source effect. 
 
 
 
[bookmark: _Toc49977691]4.    Recommendations 
 
The report outlines a few issues that are often barriers to communication in the hotel in Central London. The management should work on minimising their effect and removing them completely. The noise from the café could be easily stopped by installing a door. Since culture plays a significant role and affects everyday communication in the hotel the employees should be familiarised with the most common differences and characteristics to avoid misunderstanding and embarrassing situations. Multitasking proves to be one of the major barriers to effective communication at my workplace. This could be limited by employing extra staff to be able to deal with the workload and listen actively to customers with undivided attention. That will save time and lead to higher customer satisfaction.  
[bookmark: _Toc49977692]5.    Conclusion 
 
The hotel has an extremely dynamic business environment demanding attention to detail and excellent communication skills. The three communication models are applicable in different situations however their most valuable traits are the noise and feedback from Shannon and Weaver communication model and the social context in Berlo’s model that influence communication, especially communication skills and attitude. In conclusion, the existing barriers of communication at my workplace can be overcome and new ones avoided by expanding and developing verbal and non-verbal communication skills which also will result in effective team-work and individual and professional excellence. 
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Notes from lectures Effective Team work and Communication (Shamim, 2020) 
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