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[bookmark: _Toc224576303]1. Introduction 
According to Tanwar (2019), effective communication is the lifeline of any organisation that allows the flow of information and organises activities and goals in a dynamic business environment so that they can align. It supports the work of managers, their effective work in leading an organisation, and the performance of the whole organisation in general by making the connection between structure and culture. This report aims to address the communication techniques, some of the common pitfalls like miscommunication and cultural influences as well as come up with effective strategies that can address such pitfalls. Using the analysis provided in Component 1, the present report uses Whitbread PLC as the largest hospitality corporation in the United Kingdom, with more than 800 branches of the brand Premier Inn and various restaurant chains, to exemplify the dynamics of communication in the real world as they may occur at the functional, divisional, and cross-functional levels of the organisation.
[bookmark: _Toc224576304]2. Communication and Methods
Communication, in the business context, refers to the planned flow of exchanging information, ideas, and feedback both between individuals and groups to accomplish shared organisational objectives, as well as to achieve the mutual understanding between individuals and groups (Çetin, 2025). It works both formally and informally and messages are sent in a vertical, horizontal or diagonal manner across hierarchies. Effective communication does not simply mean passing on data but creating joint meaning that reduces ambiguity giving trust.
Its significance could hardly be overestimated. Well-established communication directly increases the performance of the organisation by implementing strategies with day-to-day operations, reinforcing the culture, and reinforcing leadership functions (Cai, 2023). Singh, Charan and Chattopadhyay (2020) emphasise its mediating effect between organisational structure, organisational culture and performance, especially in intricate environments. In Whitbread PLC, the lack of communication might interfere with the coordination of over 800 Premier Inn clusters and restaurant brands which would result in the dissatisfaction of customers or operational mistakes. On the other hand, good internal communication increases employee interests, lowers turnover and promotes innovation. The programmes at Whitbread have delivered high advocacy credits (72% would recommend the company; 73% of them feel proud to work at the company) and a 6%-point drop in UK&I turnover (Thomas, 2024). Whitbread PLC has been using a combination of communication approaches that is functional, divisional, and matrixed structure. Oral approaches are still fundamental in regard to immediacy and relationship-building. Personal contacts overseen by face-to-face communication like line-manager meetings and back to the floor activities where executives are working with frontline employees in a hotel enable upward feedback and culture reinforcements.
The dispersed workforce can be scaled, using both the digital and written channels (Attaran, Attaran and Kirkland, 2019). Formal downward communication of strategy is made in the reports and emails sent between the head office and the units. More creatively, Whitbread websites as an organization have its own mobile-first hub as internal, SharePoint and Microsoft Viva Connections (named Whitbread in My Pocket). Priya et al. (2024) stated that hotel and restaurant workers have access to local team sites, Viva Engage Communities where they can work together and stay informed on their wellbeing, career tools, and real-time information on operational resources through personal devices. This does away with dependence on shared computers, reduces horizontal communication between the matrix teams working on the projects with ease, and efficiency in divisional operations.
These methods are supplemented by the mechanisms of structured listening. The ‘Your Say’ survey also conducts an annual survey to more than 27,000 employees and the elected Our Voice employee forum introduces the divisional leaders and CEO with whom they influence the decisions (Whitbread PLC, 2025). These two-way approaches combined reduce cultural and linguistic barriers that are prevalent in hospitality, which guarantees the smooth information flow throughout the multi-brand structure of Whitbread.
[bookmark: _Toc224576305]3. Common Issues
In modern business environment especially where large organisations are involved where their functions are geographically based, Hedberg (2025) opined that the multi-site organisation that have functional, divisional, and matrix organisations, communication impediments often affect organisational performance and efficiency. Such will be ambiguous or conflicting messages, inability to communicate well because of cultural differences or language differences in various work forces, and lack of upward feedback mechanisms. The issues are due to the fact that with the complex organisational designs there is distortion of information flow, and globalisation presents cultural variances that prevent a shared understanding. 
Hybrid structures are particularly keen on miscommunication. In matrix structures or divisional autonomy there are usually dual reporting lines, which cause mixed messages in the form of conflicting directions where priorities and responsibilities are mixed up (Stanikzai and Mittal, 2025). This is expressed through its 800+ Premier Inn hotels and restaurant brands at Whitbread PLC. Feedback on employees indicates that cross-team communication is poor and that working practices can take forever to change, indicated delays because the formation of work strategies by the head offices filters through the functional units of the firm inadequately as well as brand units. Such failures may cause inefficiencies in the operations of the fast-paced hospitality setting including discrepancies in inventory orderings or lack of coordination in the operations of the hotel and restaurant teams in how they attend to the guests.
There is also the presence of cultural and linguistic differences that make communication more difficult within the multicultural workforce of Whitbread, which operates in the UK, Ireland, and Germany (Whitbread PLC, 2025a). Hospitality positions are appealing to large groups of foreign employees, and English is not necessarily the native language, which will influence the perception of instructions or feedback when other cultures are used. As an example, safety briefings or customer-service standards can be misunderstood and compliance problems or disappointments of the guests can occur. These obstacles are magnified in matrix project teams, in which cross-functional work requires quick and direct communication which is hindered by language or cultural differences.
Added to these are lack of feedback. Although the company has in place various methods like Your Say survey and Our Voice forum, there are still some employees working in the frontlines who feel that they have minimal actual upward influence, and this makes their organizational understanding lack structural connection to the top-tier decision-making (whitbread.co.uk, 2025). This is more pronounced in the years of the change like the digitalization or reorganization.
	Challenge
	Description in Business Context
	Specific Illustration at Whitbread PLC
	Impact on Performance

	Miscommunication
	Conflicting or unclear messages in complex hierarchies
	Poor cross-team flows (matrix/divisional) lead to slow implementation of changes.
	Delays and errors in operation.

	Cultural/Linguistic Barriers
	Multicultural work force that causes misunderstanding.
	Poor communication within international hotel employees.
	Lack of cohesion and reduced quality of service.

	Feedback Deficiencies
	Weak avenues of upward communication despite formal equipment.
	Feelings of lack of influence in decision-making through surveys/ forums.
	Reduced innovation and lack of engagement.


Table 1: Prevalent Communication Challenges at Whitbread PLC
(Source: Self-created)
Such difficulties of Table 1 reveal how the ambitious structure of Whitbread, although providing the flexibility, requires keen management to avoid culture and performance erosion. Unless they are actively addressed, they have a threat of undoing the benefits of high scores on engagement that have been reported recently in ESG disclosures.
[bookmark: _Toc224576306]4. Recommendations
In order to eliminate the communication challenges noted at Whitbread PLC, it is advisable to adopt the following strategies and best practice.
· First, decrease miscommunication in the matrix and divisional structures by employing the standardised digital templates and obligatory monthly cross-functional briefing between the head office, the brand divisions, and the on-site hotel teams. This will guarantee a steady flow in message delivery and quicker implementation of operational reforms (Chen and Ling, 2025).
· Second, to address cultural and linguistic differences, increase the amount of manager training on cultural awareness, and implement AI-enhanced real-time translation software as a part of the direct functionality in Whitbread in My Pocket. This will ensure that safety briefing and service standards as well as team update are all available to the multinational workforce.
· Third, to reinforce upward feedback, make the “Your Say” survey and the Our Voice forum more powerful, including pulse checks every quarter and easy-to-see action boards, where a response to employee feedback influences decision-making. Personal review and overall communication of outcomes should be carried out by senior leaders.
· Such low-cost interventions are oriented and targeted, such as the initiatives are in line with the current platforms and leadership model of Whitbread. On its implementation, they will restore confidence, enhance coordination, and direct high performance and retention at the 800+ sites and restaurant brands under the Premier Inn brand.
[bookmark: _Toc224576307]5. Conclusion 
In this report, the key issue in determining the success of an organisation is effective communication as has been shown at Whitbread Plc. It examined essential approaches of engaging employees through face-to-face sessions as Back to the Floor and the innovative Whitbread in My Pocket applications and employee forums and found that enduring underlying challenges of miscommunication, cultural/linguistic barriers, and disconnects in external feedback within the functional, divisional, and matrix structures of the company.
The following problems, demonstrated with the examples of real cases of 800+ hotels and restaurants of the Premier Inn, can pose challenges to performance when unregulated by their complexity. Proposed solutions, such as standardised briefings, AI translation tools, and visible action dashboards are the actionable solutions.
Finally, in the modern dynamic business world, good communication is a direct cause of coordination, employee involvement, culture and competitive advantage not to mention the fact that its importance continues to increase in the name of ensuring sustained organisational performance.
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