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[bookmark: _Toc200645208]Abstract 
This research project investigates the influence of interdepartmental communication on service efficiency and guest satisfaction at DoubleTree by Hilton Bristol North. Effective internal communication is increasingly recognised as a key determinant of operational excellence within the hospitality industry. As hotels aim to differentiate themselves through high-quality service experiences, understanding how departments collaborate or fail to collaborate has become a strategic imperative.
Drawing upon a reflective case study methodology, this project explores the communication dynamics observed during a 10-week placement at the property. The research is informed by three personal learning logs, industry-standard operating procedures, and 75 scholarly and professional sources. The study employs thematic analysis to identify four core themes from daily interactions and observations: communication breakdowns, shift handover issues, role ambiguity, and positive collaboration moments. These themes are analysed in the literature on emotional intelligence, service recovery, guest satisfaction, and internal organisational behaviour.
The findings highlight that communication breakdowns between the front office, housekeeping, and food & beverage teams lead to service delays, staff confusion, and dissatisfied guests. For instance, rooms were occasionally assigned before housekeeping confirmed readiness, or breakfast expectations were missed due to incomplete shift notes. Such issues were compounded by unclear role expectations and limited use of digital communication tools. However, the study also observed moments of exemplary collaboration where proactive communication and emotional intelligence contributed to swift conflict resolution and guest delight.
Ultimately, this research reveals that fostering a culture of open, consistent, and cross-functional communication significantly enhances both employee effectiveness and guest satisfaction. The study recommends implementing structured handover procedures, staff training on emotional intelligence, and cross-departmental feedback loops. These practices can equip hotel teams to navigate operational complexity, maintain brand standards, and exceed guest expectations in an increasingly competitive market.
[bookmark: _Toc200645209]Chapter 1: Introduction

[bookmark: _Toc200645210]1.1 Background and Context
The hospitality industry is one of the most dynamic and guest-facing sectors, where success relies heavily on consistent service delivery and personalised experiences. Within this service-oriented environment, the role of internal communication, particularly between departments, becomes crucial in ensuring smooth operations, meeting guest expectations, and resolving issues promptly (Pan, Song and Svendsen, 2021). At hotels such as DoubleTree by Hilton Bristol North, various departments, including front office, housekeeping, food, and beverage (F&B), and maintenance, must operate in synchrony. Any failure in this communication network can create operational bottlenecks, reduce efficiency, and negatively impact guest satisfaction (Silva and Santos, 2022).
As hospitality evolves with digital transformation, increased guest expectations, and a focus on service recovery, the importance of effective interdepartmental communication is magnified. Despite technological tools like Property Management Systems (PMS) and guest messaging platforms, service breakdowns still occur due to inconsistent human input and technological gaps (Chathoth and Olsen, 2003). These breakdowns often arise from human miscommunication, inconsistent handovers, or unclear task ownership (Fallon and Rutherford, 2010; Staffbase, 2025). This project is therefore motivated by the need to explore the nuances of communication in real hotel environments and to evaluate how these effects both affect service delivery and guest perceptions.








[bookmark: _Toc200645211]1.2 Case Study Context: DoubleTree by Hilton Bristol North
This research is grounded in a reflective case study at DoubleTree by Hilton Bristol North, a 4-star property situated near the M4/M5 junction. The hotel caters to business travellers, families, and conference guests, offering facilities such as a fitness centre, pool, restaurant, and event spaces. The hotel operates under the globally recognised Hilton brand, which maintains high standards in service delivery and brand consistency (Hilton Worldwide, 2025).
During a 10-week placement from January to March 2025, the researcher worked across multiple departments, primarily front office, and F&B, providing first-hand insights into daily operations, departmental collaboration, and service challenges. Real-time experiences were documented in weekly reflective logs, focusing on communication patterns and their implications for service performance and guest satisfaction. These reflections form the empirical foundation of the project.

[bookmark: _Toc200645212]1.3 Research Aim and Objectives
[bookmark: _Toc200645213]Aim:
· To evaluate the impact of interdepartmental communication on service efficiency and guest satisfaction, using a case study of DoubleTree by Hilton Bristol North.
[bookmark: _Toc200645214]Objectives:
· To explore how communication between departments affects daily hotel operations.
· To assess the relationship between communication quality and guest satisfaction outcomes.
· To identify common challenges in interdepartmental communication within the hotel.
· To examine real examples of communication breakdowns and collaboration success.
· To propose actionable strategies to improve communication and enhance service quality
[bookmark: _Toc200645215]1.4 Rationale for the Study
This research is both academically and professionally significant. While numerous studies have examined guest satisfaction from the external service delivery perspective (Parasuraman, Zeithaml and Berry, 1988), fewer have investigated the behind-the-scenes communication dynamics that influence guest experiences. In practice, service excellence is not only about front-stage performance but also about backstage coordination between departments (Camilleri, 2013). A breakdown in communication, such as assigning unclean rooms, mishandling special requests, or failing to address complaints promptly, can undermine guest trust and reduce brand loyalty (Russ, 2023).
For hospitality professionals, this research provides real-world insights into operational pain points and highlights areas where improved communication can reduce inefficiencies and enhance satisfaction scores. From an academic standpoint, the study contributes to the growing body of literature linking organisational behaviour, emotional intelligence, and communication systems in hotel management (Zoghbi-Manrique-de-Lara and Suárez-Acosta, 2014; Sharma, Tam and Kim, 2021).
Furthermore, as the research is rooted in reflective practice, it offers a valuable experiential dimension. Schön’s (1983) theory of reflective practice argues that professionals learn by observing, acting, and evaluating outcomes. By using personal placement experiences as data, this research captures the reality of communication within a hotel setting, bridging the gap between theoretical knowledge and practical application.









[bookmark: _Toc200645216]Chapter 2: Literature Review

[bookmark: _Toc200645217]2.1. Introduction
Effective communication between departments is a core component of operational success in hospitality. This literature review critically examines scholarly and industry perspectives on the relationship between interdepartmental communication, service efficiency, and guest satisfaction. The chapter is structured into five sections: (1) the role of internal communication in hospitality operations, (2) guest satisfaction and service efficiency, (3) communication tools and SOPs, (4) emotional intelligence and reflective practice, and (5) theoretical frameworks that inform this study.

[bookmark: _Toc200645218]2.2 The Role of Internal Communication in Hospitality Operations
Interdepartmental communication in hotels involves the exchange of information between different operational units such as front office, housekeeping, food and beverage, and maintenance (Camilleri, 2013). This process is critical to ensure that service delivery is consistent, timely, and aligned with guest expectations. Miscommunication between departments often leads to guest complaints, delays, and task duplication (Äuić Tanković, Bilić and Brajković, 2022).
Russ (2023) highlights that successful hotel operations rely not only on leadership or technology but also on the invisible chain of communication linking every staff member. For example, if the front desk fails to inform housekeeping of an early check-in request, the guest may experience delays and frustration—despite each department independently performing well. Such breakdowns can stem from unclear expectations, lack of feedback loops, or assumptions made between departments (Sambhanthan and Good, 2013).



Organisational communication also impacts how information is shared and interpreted among multilingual, multicultural teams, especially in global brands like Hilton (Luo and Shenkar, 2006). This adds layer of complexity to hotel operations, as linguistic and cultural nuances can influence how messages are perceived and executed.
Studies by Poppulo (2024) and Staffbase (2025) emphasise the need for real-time, role-specific communication. They argue that modern communication systems should provide not only top-down instruction but also peer-level updates that reflect the complexity of a live service environment. This ensures that all departments operate from the same page, minimising misalignment.

[bookmark: _Toc200645219]2.3 Guest Satisfaction and Service Efficiency
Guest satisfaction is a widely researched concept in hospitality, often defined as the difference between expected and perceived service (Parasuraman, Zeithaml and Berry, 1988). Service efficiency refers to the hotel’s ability to deliver services with minimal waste, time delays, or errors (Walker, 2021; Sainaghi, 2010). The two are interconnected; when services are efficient, guests typically report higher satisfaction.
Pan, Song and Svendsen (2021) argue that efficient communication within teams is the engine behind fast check-ins, responsive housekeeping, and quick F&B service. Their research suggests that internal coordination is more predictive of guest satisfaction than marketing, pricing, or amenities. Zoghbi-Manrique-de-Lara and Suárez-Acosta (2014) similarly found that communication failures often become visible to guests, affecting their perception of professionalism and care.
A report by Statista (2025) shows that 63% of UK hotel complaints in 2024 were related to service delays or miscommunication. Examples include rooms not being ready at check-in time, dietary preferences being ignored at breakfast, or guest complaints being unresolved due to handover lapses. All these examples highlight how internal failures directly impact external perceptions.
Moreover, Marriott International’s (2025) internal service guidelines stress the importance of “owning the problem,” a principle that relies on departments communicating effectively to ensure continuity of service. The guest doesn’t see separate departments; they see one hotel. Therefore, cross-functional communication must be seamless.

[bookmark: _Toc200645220]2.4 Communication Tools and SOPs
Hotels typically use standard operating procedures (SOPs), checklists, and digital tools such as PMS, staff radios, and internal apps to coordinate daily operations (Bardi, n.d.; Hilton Worldwide, 2025). However, even with such systems in place, communication gaps persist. This is because SOPs provide structure, but not always clarity or responsiveness, especially in high-pressure, real-time situations.
Research by PlantTours (2024) revealed that many UK hotels still rely on outdated methods such as paper logs or verbal briefings, which are prone to human error and memory lapses. In contrast, properties that invested in communication technology, such as mobile task management systems or AI-integrated PMS, reported fewer service gaps and higher staff accountability (Open Access Government, 2025).
According to Fallon and Rutherford (2010), communication tools must be supported by a culture of accountability and proactive reporting. Without a culture that encourages transparency, even the best tools will fail to prevent service mishaps. This highlights the interplay between structure (tools), culture (values), and outcomes (guest experience).

[bookmark: _Toc200645221]2.5 Emotional Intelligence and Reflective Practice
Emotional intelligence (EI) is increasingly recognised as a key asset in hospitality, particularly in frontline and supervisory roles. EI involves the ability to perceive, understand, and manage one’s own emotions and those of others (Goleman, 1995). Employees with high EI are more likely to communicate effectively, resolve conflicts, and collaborate across departments (Qu, Kim and Im, 2022).
Sharma, Tam, and Kim (2021) explored the link between emotional intelligence and internal service quality. They found that emotionally intelligent teams experienced fewer communication breakdowns and demonstrated better adaptability during peak hours or crisis scenarios. Hospitality leaders with higher emotional intelligence are better equipped to manage stress and guide teams through emotionally intense service environments (Ahn and Back, 2021). Watson and White (2024) and Testa and Sipe (2012) argue that communication in hospitality is not just procedural; it is emotional and relational.
Reflective practice, as defined by Schön (1983), complements emotional intelligence by enabling professionals to learn from experience. It encourages staff to assess communication dynamics, evaluate what went wrong or right, and adapt future responses. In the context of this research, reflective logs serve as both data and a developmental tool, helping identify patterns and moments of insight that inform communication strategies (Mazzetto, 2020).

[bookmark: _Toc200645222]2.6 Theoretical Frameworks

[bookmark: _Toc200645223]SERVQUAL Model
The SERVQUAL model, developed by Parasuraman, Zeithaml and Berry (1988), measures service quality through five dimensions: tangibles, reliability, responsiveness, assurance, and empathy. Internal communication primarily influences reliability and responsiveness. For instance, if a guest requests a late check-out, the front desk must coordinate with housekeeping to ensure the room isn’t prematurely cleaned. A failure here would indicate poor service reliability.
Applying the SERVQUAL model in this study allows us to link communication breakdowns to measurable service dimensions. Silva and Santos (2022) assert that aligning internal communication processes with service delivery goals enhances both staff performance and guest perception.

[bookmark: _Toc200645224]Thematic Analysis
Thematic analysis, outlined by Braun and Clarke (2006), is used to identify, analyse, and report patterns within qualitative data. It is especially suitable for reflective case studies where themes emerge from personal experience. The present study applies this method to interpret the learning logs and identify key communication-related themes.
According to Nowell et al. (2017), thematic analysis ensures rigour in qualitative research by maintaining transparency in how themes are derived. In this project, the method provides structure to otherwise subjective placement experiences.
[bookmark: _Toc200645225]Emotional Intelligence in Service Recovery
Several researchers, including Qu, Kim, and Im (2022), link EI to successful service recovery. When staff communicate empathetically and resolve issues proactively, guest satisfaction increases even after a service failure. This aligns with observed moments in the placement where staff collaboration and emotional insight helped turn around difficult guest situations.

[bookmark: _Toc200645226]2.7 Summary
This literature review establishes that interdepartmental communication is foundational to service efficiency and guest satisfaction in hospitality. It affects everything from check-in speed to complaint resolution and room readiness. The integration of SOPs, communication tools, and emotional intelligence plays a decisive role in shaping guest outcomes.
Theoretical models such as SERVQUAL and thematic analysis offer a framework to evaluate service interactions. Reflective practice further enriches this evaluation by connecting theory to lived experience. These insights frame the analysis of communication observed during the placement and guide the interpretation of the findings presented in the next chapters.





[bookmark: _Toc200645227]Chapter 3: Methodology

[bookmark: _Toc200645228]3.1 Research Approach and Strategy
This research adopts a qualitative, interpretivist approach, focusing on understanding the lived experiences of communication within a real hotel environment. Rather than relying on numerical data, the study examines the meanings behind observed behaviours and service interactions. The chosen method is appropriate for hospitality research, where human dynamics and organisational culture significantly influence outcomes (Yin, 2014).
The core strategy is a reflective case study, centred on the DoubleTree by Hilton Bristol North, where the researcher completed a 10-week placement. The case study method allows for a detailed exploration of interdepartmental communication in a specific context (Simons, 2009). It is particularly effective in understanding the “how” and “why” behind complex interactions, such as why miscommunication happens and how it impacts service delivery.

[bookmark: _Toc200645229]3.2 Case Study Design and Rationale
Case studies are widely used in hospitality research to explore real-world phenomena within bounded systems (Gustafsson, 2017). This study’s case is bounded by time (January–March 2025), place (DoubleTree by Hilton Bristol North), and role (placement experience across front office and F&B departments). The researcher’s insider role provided privileged access to everyday communication scenarios that would otherwise be difficult to observe.
The rationale for using a single-case study is based on its depth of analysis. While a multi-case approach might offer comparative insights, it would dilute the reflective depth and contextual richness that this project aims to achieve. Stake (1995) argues that the value of a case lies not in its generalisability, but in its ability to generate meaningful understanding
This project uses Schön’s (1983) reflective practitioner model, which supports the idea that professionals learn by reflecting on their experiences. By documenting events, evaluating them, and learning from them, the researcher can extract practical and theoretical insights from the placement. This aligns with the academic requirement of linking practice to literature and theory.

[bookmark: _Toc200645230]3.3 Data Collection: Placement Experience and Learning Logs
The data for this study were collected through three structured learning logs submitted for academic modules, which recorded real placement experiences over 10 weeks (Tuesdays and Thursdays, 7 AM–3 PM). Each log included:
· Daily activities and responsibilities
· Observations of communication patterns
· Moments of success or failure in coordination
· Interpersonal dynamics between departments
· Emotional reactions and reflective commentary
These logs function as both a data source and a reflective tool, enabling the researcher to examine what happened, how it happened, and why it mattered (Finlay, 2008). This aligns with Kolb’s (1984) experiential learning theory, which advocates for learning through doing and reflecting.
Data was also contextualised through standard operating procedures (SOPs) and informal team briefings observed during the placement. These institutional practices provided a reference point to evaluate whether communication issues were systemic or situational.





[bookmark: _Toc200645231]3.4 Thematic Analysis
To analyse the data, this project uses thematic analysis, a method described by Braun and Clarke (2006) for identifying, analysing, and interpreting patterns across qualitative data. The six-phase process involves:
· Familiarisation with the data (reading and re-reading logs)
· Generating initial codes (e.g., “handover gap,” “task confusion,” “positive teamwork”)
· Searching for themes (e.g., communication breakdown, role ambiguity)
· Reviewing themes against original data and theory
· Defining and naming themes
· Producing the report by linking findings to literature and reflective insights
The adaptability of thematic analysis also supports diverse forms of data, including observational notes and emotional responses, making it especially suitable for hospitality settings (Barros and Santos, 2020)
Thematic analysis is suitable because it provides a flexible yet systematic approach to drawing meaning from experience-based data (Nowell et al., 2017). 

[bookmark: _Toc200645232]3.5 Ethical Considerations
Ethical integrity is a fundamental requirement for research, particularly when reflective experiences and identifiable organisations are involved. The following steps were taken to ensure ethical compliance:
· Informed consent: The placement was part of a university programme, and ethical approval was granted via the module’s ethics process.
· Confidentiality: All individual staff names have been anonymised. The property is identified as part of the Hilton brand, which is officially known, but no sensitive business data is disclosed.
· Respect and professionalism: All reflections are presented constructively, without blame. The aim is to learn from practice, not to critique individuals.
· GDPR compliance: No guest names, contact details, or personal data were recorded or shared. Observations were made in line with university guidelines.
These precautions ensured that the research upheld both academic and professional standards while maintaining authenticity and depth.

[bookmark: _Toc200645233]3.6 Limitations
Despite its strengths, the methodology has several limitations:
· Single-researcher bias: The project reflects the subjective experience of one student. Though triangulated with SOPs and literature, the interpretation may carry personal bias.
· Context-specificity: Findings are specific to DoubleTree by Hilton Bristol North and may not be generalisable to all Hilton properties or other brands.
· The lack of triangulation through guest interviews or staff focus groups also limits the depth of behavioural insight (Choudhury, 2020).
However, as Patton (2002) notes, qualitative validity lies not in generalisability but in depth, transparency, and resonance with real-world practice. These principles guide the current research and support the reflective case study design.










[bookmark: _Toc200645234]Chapter 4A: Findings
[bookmark: _Toc200645235]4A.1 Introduction
This chapter presents the key findings based on the researcher’s 10-week placement at DoubleTree by Hilton Bristol North. Drawing from detailed reflective logs written throughout the placement, four major themes were identified through thematic analysis. These themes represent consistent patterns that emerged during day-to-day operations and interdepartmental interactions. The findings are grounded entirely in observation and reflection, without interpretation or literature review, which will follow in Chapter 4B: Discussion.
The four core themes are:
1. Communication breakdowns between departments
2. Incomplete shift handovers
3. Role ambiguity and unclear responsibilities
4. Effective collaboration and communication successes
Each theme is explored below with direct evidence from my placement experience.

[bookmark: _Toc200645236]4A.2 Theme 1: Communication Breakdowns Between Departments
Communication breakdowns were among the most frequent and disruptive patterns observed throughout the placement. These breakdowns primarily occurred between the front office, housekeeping, and F&B departments, often resulting in delays, errors, or guest dissatisfaction.
[bookmark: _Toc200645237]Room Readiness and Front Office Miscommunication
One notable example took place during week 3. A guest arrived early, and the front desk staff, relying on the PMS status, assigned them a room marked as ‘clean.’ However, the room was not ready housekeeping had not finished due to an unexpected staff shortage. The guest found the room in disarray and returned to reception visibly frustrated. The situation required a supervisor’s intervention and a room upgrade.
[bookmark: _Toc200645238]Dietary Preferences Not Communicated
In week 5, a guest had requested oat milk and gluten-free bread the night before at reception. However, the request was never passed to the F&B morning team. When the guest arrived at breakfast, the items were unavailable. The guest, who stated she had dietary restrictions, complained to the restaurant supervisor. Staff had to improvise a response, causing unnecessary stress and delay.

[bookmark: _Toc200645239]Conference Setup Confusion
During week 8, an external event was scheduled in the hotel’s conference suite. Housekeeping had arranged the room with standard guest linen instead of corporate event materials. The events team blamed front desk for not notifying them of the booking type. The misunderstanding resulted in a last-minute rush to redecorate the room before attendees arrived.
These situations illustrate a recurring theme: departments acted on incomplete or outdated information, leading to service disruption and additional stress for employees and guests alike.

[bookmark: _Toc200645240]4A.3 Theme 2: Incomplete Shift Handovers
The second theme relates to handovers between shifts, which were often poorly executed. Though a shift logbook was available, it was inconsistently used. Critical details were either missing, incomplete, or passed verbally without documentation.

[bookmark: _Toc200645241]Missed Late Check-Out Information
In week 6, a VIP guest was granted a late check-out by the evening receptionist. However, the information was not recorded in the logbook nor shared verbally with the morning staff. As a result, housekeeping entered the room at 10:30 AM. The guest was still sleeping and later complained at the front desk. The manager issued an apology and waived minibar charges.
[bookmark: _Toc200645242]Undelivered Breakfast Tray
Another instance occurred during week 7. A guest had ordered breakfast-in-bed using a paper request form submitted the night before. However, the night staff failed to inform the kitchen or record it in the morning shift report. The breakfast was never delivered. The guest called reception, upset and hungry. The mistake led to a delay, a refunded meal, and a written apology from the restaurant manager.
[bookmark: _Toc200645243]Group Booking Notification Failure
During week 9, a coach tour group checked in late at night. The night staff failed to leave a note about the large number of guests for breakfast. The morning F&B team was unprepared, resulting in long queues and limited food availability. Several guests voiced complaints, and breakfast service was rushed and chaotic.
These examples demonstrate how incomplete handovers created avoidable stress, decreased service efficiency, and damaged the hotel’s professional image.

[bookmark: _Toc200645244]4A.4 Theme 3: Role Ambiguity and Unclear Responsibilities
A third theme involved confusion around responsibilities, particularly when service tasks required collaboration between departments. Staff were sometimes unsure who should manage a particular request, leading to delays or guest dissatisfaction.

[bookmark: _Toc200645245]Towel Request Mishandled
In week 7, a guest requested extra towels. The front desk called housekeeping, but the assigned housekeeper had not yet started her shift. The receptionist assumed the supervisor would deliver the towels; the supervisor believed reception would reassign the task. The towels were eventually delivered, but the guest had to call again after a 30-minute wait.

[bookmark: _Toc200645246]Luggage Storage Mix-Up
A similar issue occurred during a busy Saturday in week 10. A guest asked to store luggage until 4 PM. The receptionist accepted the bags and placed them behind the front desk. However, when the guest returned, the staff on duty did not know where the bags were, as the handover note was unclear. The guest grew visibly upset. After a 15-minute search, the luggage was found, but the trust had already been compromised.

[bookmark: _Toc200645247]Breakfast Numbers Not Shared
In week 6, a group booking had pre-paid breakfast, but the front office did not notify F&B of the increased numbers. The kitchen team assumed normal occupancy and prepared accordingly. As a result, food ran out quickly, and several guests were left waiting. Frustration was visible among staff and guests.
Staff stress related to unclear tasks was evident during periods of high occupancy, aligning with known burnout triggers in hotel teams (Kim, Shin and Umbreit, 2007).
These findings show how unclear task ownership and ambiguous responsibilities created service friction and frustration for both employees and guests.

[bookmark: _Toc200645248]4A.5 Theme 4: Effective Collaboration and Communication Successes
Not all observations were negative. There were multiple examples where communication between departments worked well, especially under pressure. These positive moments reveal the hotel's potential when staff collaborate effectively and share information proactively.

[bookmark: _Toc200645249]Wedding Guest Complaint Resolved Quickly
During week 9, a wedding guest reported that a flower arrangement was missing from the bride’s room. Reception immediately contacted the events coordinator and the F&B team. Within 15 minutes, the item was replaced with a similar bouquet, and a complimentary bottle of prosecco was added. The bride’s family thanked the staff personally, and the guests left a positive review.

[bookmark: _Toc200645250]Early Arrival Group Handled Seamlessly
In week 10, a group of international guests arrived two hours earlier than expected. The reception staff worked with housekeeping to prioritise room cleaning and offered coffee vouchers while they waited. F&B staff arranged additional seating. The guests were impressed with the hotel’s flexibility and teamwork.

[bookmark: _Toc200645251]Lost Item Recovered with Departmental Coordination
A guest in week 8 reported losing a mobile phone in the lounge. Reception quickly coordinated with housekeeping, maintenance, and F&B to conduct a floor-by-floor search. The phone was recovered near the buffet area. The guest expressed gratitude and praised the team’s responsiveness.
These successes reflect elements of high-performance cultures where internal accountability and empowerment are embedded (Murphy and Murrmann, 2009).
These success stories illustrate that when communication was proactive and cooperative, staff were able to respond quickly, resolve issues, and elevate the guest experience.

[bookmark: _Toc200645252]4A.6 Summary of Findings
The data collected through reflective learning logs reveals a mixed picture. On one hand, the hotel demonstrated moments of efficient teamwork and guest-oriented problem solving. On the other hand, communication breakdowns, incomplete handovers, and blurred responsibilities frequently disrupted service delivery and led to negative guest feedback.
These findings offer rich insights into how interdepartmental communication dynamics function in real-life hotel settings. While the systems (PMS, SOPs, and radios) were in place, execution varied depending on staff engagement, training, and workload. The themes identified here provide a strong foundation for the critical discussion that follows in Chapter 4 B.


[bookmark: _Toc200645253]Chapter 4B: Discussion
[bookmark: _Toc200645254]4B.1 Introduction
Building on the themes identified in Chapter 4A, this chapter offers a critical interpretation of the findings using hospitality literature and theoretical frameworks. It evaluates the impact of interdepartmental communication on service efficiency and guest satisfaction, drawing on models such as SERVQUAL, Emotional Intelligence (EI), and Schön’s reflective practice. Each theme is explored through an academic lens to assess how communication shaped the guest experience and operational outcomes at DoubleTree by Hilton Bristol North.

[bookmark: _Toc200645255]4B. 2 Communication Breakdowns: The Cost of Silence
The communication breakdowns observed in the placement, such as room readiness errors and miscommunication about dietary needs, reflect what Pan, Song, and Svendsen (2021) describe as “siloed operations.” In this model, departments function independently without synchronised communication, increasing the risk of duplicated effort and service errors.
These events directly compromise reliability and responsiveness, two critical dimensions of the SERVQUAL model (Parasuraman, Zeithaml and Berry, 1988). When a room is assigned before it’s ready or breakfast items are unavailable due to missed handover, guest expectations are not met, and brand credibility suffers. Hilton’s global standard for “room readiness at check-in” is a key performance indicator, and breaches here are taken seriously (Hilton Worldwide, 2025).
The findings also confirm insights from Camilleri (2013), who argues that hospitality is a “system of systems,” requiring a constant flow of information. Where assumptions, poor tools, or untrained staff obstructs this flow, guests bear the consequence.



[bookmark: _Toc200645256]4B.3 Incomplete Handovers: Where Gaps Become Failures
Shift handovers are critical junctures in hotel operations where essential guest information must transition smoothly between teams. When these handovers are incomplete or omitted, such as the overlooked VIP late check-out or undelivered breakfast-in-bed, they lead to notable service disruptions.
As noted by Staffbase (2025), “if it’s not written down, it doesn’t exist,” highlighting the risk of relying solely on informal or verbal communication, which often results in operational blind spots. Silva and Santos (2022) found that a large proportion of guest complaints in hotels stem from lapses during shift transitions. These breakdowns not only delay service but also break the service promise made to guests.
Such inconsistencies weaken the SERVQUAL dimension of assurance, which is linked to guests’ trust in the professionalism and competence of staff. When shift information isn’t shared properly, guests perceive the hotel as disorganised and unreliable.
Furthermore, failures in documenting handover information indicate systemic weaknesses in internal procedures. As Fogarty and Kalbers (2006) argue, inconsistent recordkeeping during transitions reveals broader issues in communication governance and audit readiness within hospitality environments. While standard operating procedures (SOPs) may be in place, their effectiveness depends on consistent and disciplined application by all team members (Fallon and Rutherford, 2010).

[bookmark: _Toc200645257]4B.4 Role Ambiguity: The Danger of "Not My Job"
The third theme, role ambiguity, occurs when staff are unclear on their responsibilities or boundaries. When towel delivery or group breakfast numbers become unclear tasks, guest-facing staff hesitate or delegate incorrectly, resulting in service delays.
This supports the findings of Zoghbi-Manrique-de-Lara and Suárez-Acosta (2014), who stress that unclear task boundaries lead to “responsibility diffusion,” where everyone assumes someone else will act. This was seen in both the towel incident and the luggage storage mishap.
From a hospitality operations standpoint, Äuić Tanković et al. (2022) argue that role confusion often emerges when cross-training is lacking or when interdepartmental SOPs are not aligned. For example, receptionists may assume housekeeping monitors towel stock while housekeeping may expect requests to be routed through supervisors.
This theme also intersects with emotional labour. When frontline staff face guests angry about delayed service due to back-end confusion, they must regulate emotions while resolving the issue, adding stress and reducing job satisfaction (Sharma, Tam and Kim, 2021).

[bookmark: _Toc200645258]4B.5 Communication Successes: When Teams Excel
Despite the communication issues identified during the placement, several instances demonstrated effective cross-departmental teamwork. Incidents such as the swift resolution of a wedding-related complaint, efficient handling of an early group check-in, and collaborative efforts to recover a lost item illustrate how well-coordinated teams can transform service disruptions into positive guest experiences.
These examples support the concept of the service recovery paradox introduced by Hart, Heskett and Sasser (1990), which suggests that customers may perceive the service more favourably when a problem is promptly and effectively addressed than if no issue had occurred at all. The thoughtful response, including the replacement of a missing bouquet and the complimentary prosecco, exemplifies the kind of proactive service recovery that strengthens brand loyalty and enhances guest satisfaction.
Furthermore, these successful outcomes highlight the importance of emotional intelligence (EI) in hospitality communication. As Goleman (1995) notes, emotionally intelligent teams are better equipped to manage stress, maintain professionalism, and prioritise guest needs during challenging situations. The early check-in case showed staff demonstrating composure, empathy, and real-time problem-solving—key characteristics of emotionally intelligent behaviour.
This practical responsiveness also reflects Schön’s (1983) model of reflection-in-action, which describes how professionals adjust their actions on the spot by drawing on experience and emotional insight. These case examples confirm that when communication is proactive and emotionally attuned, it not only improves operational efficiency but also elevates the overall guest experience.
Finally, the positive reactions from guests in these recovery scenarios affirm that trust and satisfaction can be rebuilt through deliberate effort and transparent communication between departments (Gil, Hudson and Quintana, 2006).

[bookmark: _Toc200645259]4B.6 Connecting Findings to Theoretical Models

[bookmark: _Toc200645260]SERVQUAL Model
The findings map onto the five SERVQUAL dimensions:
· Reliability: Undermined by room assignment errors and missed dietary needs.
· Responsiveness: Compromised when handovers are incomplete or late requests are missed.
· Assurance: Weakened when staff appear uncoordinated or unsure.
· Empathy: Shown in service recovery successes and teamwork under pressure.
· Tangibles: Indirectly affected when miscommunication leads to presentation issues (e.g., breakfast shortages).
SERVQUAL provides a practical lens to assess how internal communication translates to the external guest experience (Parasuraman et al., 1988).
Operational transparency and real-time service coordination have also been identified as critical enablers of guest satisfaction in recent research (Becker et al., 2023; Connolly and Lee, 2021).

[bookmark: _Toc200645261]Thematic Analysis
The use of thematic analysis by Braun and Clarke (2006) ensured findings were grounded in real-world observation. The method allowed for a structured interpretation of experiential data, producing themes that were internally consistent and externally validated by hospitality literature.

[bookmark: _Toc200645262]Emotional Intelligence and Reflective Practice
Both EI and reflective practice emerged as critical tools in understanding communication behaviour. Emotional intelligence helps teams manage conflict and guest dissatisfaction, while reflection allows practitioners to evaluate and improve future interactions. Schön’s (1983) model of reflection-on-action guided the researcher in identifying patterns and growth opportunities from placement logs.
Reflective learning also created a bridge between practitioner insight and academic theory, enriching the analysis with personal meaning and authenticity. This dual lens of lived experience and theory enhances both academic quality and real-world applicability.

[bookmark: _Toc200645263]4B.7 Strategic Relevance for Hospitality Management
The findings offer several insights of strategic value for hospitality managers:
· Training is not enough without accountability: Staff often knew what to do but failed to act due to role confusion or misplaced assumptions.
· Technology does not eliminate the need for conversation: While PMS systems and SOPs support communication, human reinforcement remains essential.
· Cross-functional collaboration is also a form of adaptive team behaviour, allowing hotels to pivot effectively during unexpected service demands (Crawford and LePine, 2013).
· Reflection improves service: Encouraging staff to reflect on interactions can identify bottlenecks and highlight opportunities for continuous improvement.
[bookmark: _Hlk200630263]Cross-functional collaboration is also a form of adaptive team behaviour, allowing hotels to pivot effectively during unexpected service demands (Crawford and LePine, 2013)





[bookmark: _Toc200645264]4B.8 Summary
This discussion chapter has critically analysed the real-world findings from the placement against hospitality theories and models. It demonstrates that communication failures, if left unaddressed, reduce service quality and damage guest relationships. However, when teams act collaboratively, guided by emotional intelligence and reflective awareness, even difficult situations can be turned into service excellence.
The case of DoubleTree by Hilton Bristol North reflects the broader hospitality sector: a system dependent not just on tools and procedures, but on people, communication, and trust. These insights now lead into the final chapter, where recommendations are proposed to strengthen interdepartmental communication.















[bookmark: _Toc200645265]Chapter 5A: Conclusion

[bookmark: _Toc200645266]5A.1 Introduction
This chapter concludes the research project titled “Evaluating the Impact of Interdepartmental Communication on Service Efficiency and Guest Satisfaction: A Case Study of DoubleTree by Hilton Bristol North.” It draws together the insights from the findings and discussion chapters to provide a comprehensive summary of how internal communication processes affect guest experiences and operational effectiveness. It also reflects on the relevance of reflective learning, emotional intelligence, and service quality frameworks in enhancing staff performance and guest satisfaction in hospitality settings.

[bookmark: _Toc200645267]5A.2 Restating the Aim and Objectives
The central aim of this study was to evaluate how interdepartmental communication influences service efficiency and guest satisfaction, using a reflective case study of a real hotel placement. To address this aim, five key objectives were set:
· To explore how communication between departments affects daily hotel operations.
· To assess the relationship between communication quality and guest satisfaction outcomes.
· To identify common challenges in interdepartmental communication.
· To examine real examples of communication breakdowns and collaboration success.
· To propose actionable strategies to improve communication and service quality.
These objectives were successfully achieved through the systematic collection and thematic analysis of placement-based observations, supported by critical engagement with academic literature and industry frameworks.

[bookmark: _Toc200645268]5A.3 Summary of Key Findings
The research revealed four dominant themes regarding internal communication at DoubleTree by Hilton Bristol North:

[bookmark: _Toc200645269]1. Communication Breakdowns
Numerous guest-facing issues were caused by communication lapses between the front office, housekeeping, and F&B departments. Problems such as incorrect room assignments, dietary preference oversights, and event preparation errors were traced back to assumptions, system mislabelling, or missed verbal updates.

[bookmark: _Toc200645270]2. Incomplete Handovers
Shift transitions were particularly vulnerable to error. Key guest preferences (late check-outs, breakfast orders, VIP requests) were often omitted from handover logs, leading to service delays, guest dissatisfaction, and operational confusion.

[bookmark: _Toc200645271]3. Role Ambiguity
Staff regularly encountered uncertainty around who was responsible for completing or escalating a task. This led to inaction, missed responsibilities, and frustrated guests who perceived the hotel as disorganised or inattentive.

[bookmark: _Toc200645272]4. Positive Collaboration
Despite the above, the research also identified moments of strong teamwork and effective service recovery. When communication was proactive, departments coordinated seamlessly to address guest complaints, manage early arrivals, and recover lost property, contributing to positive guest reviews and brand loyalty.



[bookmark: _Toc200645273]5A.4 Theoretical and Practical Implications

[bookmark: _Toc200645274]Theoretical Insights
The findings align closely with established hospitality frameworks:
· SERVQUAL (Parasuraman et al., 1988): The dimensions of reliability, responsiveness, and assurance were most directly impacted by internal communication effectiveness.
· Emotional Intelligence (Goleman, 1995): High-EI behaviours such as empathy, active listening, and calm under pressure enhanced team communication and guest interactions.
· Reflective Practice (Schön, 1983): The use of personal reflective logs enabled deeper learning from experience, aligning with the concept of reflection-on-action as a professional growth tool.
These frameworks helped frame the real-world observations in a scholarly context, reinforcing the idea that communication is both a technical and emotional skill within hospitality work.

[bookmark: _Toc200645275]Practical Relevance
For hotel managers and operators, the findings point to several operational insights:
· Communication tools must be supported by culture. A PMS system or logbook is only as effective as the team’s commitment to using it properly.
· Training should include communication and accountability. Staff need clarity on what to report, when, and to whom, especially during shift handovers and task transfers.
· Emotional intelligence should be embedded in leadership and service training. Staff with higher EI are more responsive, proactive, and effective during service recovery.
Reflection builds awareness. Encouraging staff to reflect on guest feedback and team performance helps create a cycle of continuous improvement.

[bookmark: _Toc200645276]5A.5 Reflections on the Research Process
Conducting this research through a reflective case study offered unique advantages. Being immersed in the hotel environment allowed the researcher to observe first-hand the nuances and challenges of interdepartmental communication. Unlike hypothetical or survey-based research, this approach enabled the project to capture lived experiences and dynamic processes in real time.
However, the research also had limitations. It reflects the subjective experience of a single placement, which may not be generalisable across other Hilton properties or brands. It also relies on observations rather than structured interviews, which could have enriched the data. Nonetheless, the validity of the findings is strengthened through triangulation with academic theory and reflective rigour.

[bookmark: _Toc200645277]5A.6 Final Thoughts
In the hospitality industry, guest satisfaction is ultimately shaped not just by the amenities or branding of a hotel, but by the consistency, coordination, and care that underpin each service interaction. This research shows that those qualities are built behind the scenes through meaningful communication between departments, thoughtful shift transitions, and a culture of shared responsibility.
At DoubleTree by Hilton Bristol North, many of the systems needed for communication excellence are already in place. However, their effectiveness depends on how consistently and deliberately they are used. When departments act in silos, guests notice the cracks. But when teams collaborate, when the breakfast is hot, the room is ready, and the towels are delivered with a smile, guests remember the warmth of the experience long after checkout.
This project confirms that effective interdepartmental communication is not an operational extra it is a strategic necessity. It affects not only the guest journey but also the well-being of staff and the reputation of the brand. In the post-pandemic era, where guests expect both efficiency and empathy, strengthening communication is one of the most cost-effective ways for hotels to deliver excellence.
[bookmark: _Toc200645278]Chapter 5B: Recommendations

[bookmark: _Toc200645279]5B.1. Introduction
Based on the findings and analysis of this case study, improving interdepartmental communication is essential to enhance both service efficiency and guest satisfaction. This section provides strategic, actionable recommendations for hotel managers, supervisors, and frontline teams. These suggestions are grounded in the placement experience, supported by hospitality literature, and designed to be practical within the context of DoubleTree by Hilton Bristol North and similar branded hotels.
The recommendations fall into four categories:
· Staff communication training
· Structured shift handover processes
· Digital communication tools
· Interdepartmental feedback and culture-building initiatives

[bookmark: _Toc200645280]5B.2. Staff Communication Training and Emotional Intelligence
Recommendation: Implement compulsory training programmes aimed at strengthening both communication competencies and emotional intelligence (EI) among frontline and supervisory employees. Enhancing these skills across all organisational levels is essential for fostering adaptable, service-oriented teams that can respond effectively to guest needs (Bratton and Gold, 2017).
Rationale:
The research findings revealed frequent miscommunication between departments, often exacerbated by unclear verbal exchanges, assumptions, or stress under pressure. Incorporating EI into training helps staff become more aware of their tone, body language, and how their communication impacts others (Goleman, 1995). High-EI teams communicate with empathy, anticipate problems, and resolve conflicts constructively (Qu, Kim and Im, 2022).

Implementation Steps:
· Include communication scenarios and role-plays in induction programmes.
· Partner with training providers to deliver quarterly workshops on EI, listening skills, and feedback techniques.
· Embed communication KPIs into performance appraisals to incentivise team development.
Expected Outcomes:
· Fewer misunderstandings
· Improved guest interactions during service recovery
· Stronger inter-team collaboration

[bookmark: _Toc200645281]5B.3 Standardised Shift Handover Protocols
Recommendation: Service recovery strategies hinge on reliable internal coordination, especially during shift transitions (Clark and Hartline, 2010)
Rationale:
As noted in Chapter 4A, incomplete handovers led to service failures such as missed breakfast trays and incorrect room access. Studies by Silva and Santos (2022) suggest that standardised tools improve service continuity and reduce guest complaints.
Implementation Steps:
· Create digital or printed checklists that prompt staff to log key updates: VIP arrivals, late check-outs, group bookings, unresolved issues, etc.
· Make the checklist completion mandatory before logging out of the PMS or leaving the floor.
· Include handover reviews in departmental meetings to reinforce consistency.
Expected Outcomes:
· Better continuity between shifts
· Reduction in overlooked guest preferences
· Fewer operational surprises for incoming staff
[bookmark: _Toc200645282]5B.4. Digital Communication and Task Tracking Tools
Recommendation: Implement mobile or desktop internal communication tools to facilitate real-time updates among departments. The strategic employment of digital communication tools corresponds with innovation objectives in service delivery and guest engagement (Law and Jogaratnam, 2005).
Rationale:
While Hilton's PMS provides status updates, real-time coordination was sometimes missing. Platforms such as HotSOS, Beekeeper, or even dedicated WhatsApp Business groups (used responsibly) allow staff to communicate more effectively without relying solely on phone calls or radio (Staffbase, 2025).
Implementation Steps:
· Trial a digital task manager in one department (e.g., housekeeping) for one month.
· Evaluate staff usage and guest satisfaction metrics.
· Expand implementation to the front office and F&B once the value is proven.
Expected Outcomes:
· Faster issue resolution (e.g., room readiness, towel requests)
· Improved task accountability
· Streamlined service during peak hours

[bookmark: _Toc200645283]5B.5. Cross-Departmental Feedback Loops
Recommendation: Implement regular forums or concise feedback loops among departments to address persistent communication challenges and exchange enhancement suggestions. These loops foster a culture of psychological safety and collaborative enhancement, essential for enduring internal service quality (Salas-Vallina, Alegre and Fernandez, 2017).
Rationale:
Organisational silos are a major barrier to service efficiency. Feedback sessions promote transparency, mutual respect, and joint problem-solving (Zoghbi-Manrique-de-Lara and Suárez-Acosta, 2014).
Implementation Steps:
· Host weekly 15-minute “handover huddles” at shift change where team leads briefly align on service priorities.
· Implement monthly interdepartmental “lunch & learn” sessions to share pain points and innovations.
· Encourage anonymous feedback submissions regarding communication barriers, followed by management-led review.
Expected Outcomes:
· Increased sense of shared responsibility
· Reduction in interdepartmental blame
· Improved morale and ownership

[bookmark: _Toc200645284]5B.6. Long-Term Strategic Opportunities
Beyond immediate operational improvements, hotel managers should invest in long-term cultural initiatives that support sustainable communication practices:
· Service Mapping: Develop detailed service blueprints that outline the full guest journey, with clear assignment of communication responsibilities across departments (Äuić Tanković et al., 2022).
· Cross-Training and Shadowing: Encourage employees to engage in peer shadowing and cross-functional training to cultivate empathy, deepen understanding of interdepartmental roles, and enhance internal service standards (Karatepe, 2013).
· Employee Recognition: Implement recognition schemes that highlight and reward successful interdepartmental collaboration, fostering a culture of initiative and teamwork.
Creating an ethical workplace culture grounded in openness and mutual respect helps to maintain transparent communication channels and encourages continuous dialogue among staff (Holjevac, 2008).

[bookmark: _Toc200645285]5B.7 Summary
This section provided realistic, cost-effective recommendations based on reflective placement data and supported by academic insight. Interdepartmental communication is not only a technical process it is a behavioural and cultural one. As such, the most impactful interventions will focus not only on systems and tools but also on mindset, motivation, and mutual respect.
When hotel departments communicate consistently and with care, the guest experience becomes smoother, staff workload becomes lighter, and the organisation performs to its brand promise. These recommendations offer a roadmap to achieving exactly that at DoubleTree by Hilton Bristol North and similar full-service hotels.
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