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Effective communication is essential within the hospitality industry because employees must work together across different departments to provide consistent and high-quality customer service (Vidak, Kovačević and Ivona Kovač, 2022, pp.417–418). Hospitality operates within a fast-paced environment where employees are required to communicate effectively to complete tasks, solve problems, and maintain professional service standards (Siva, Sanker and M, 2024, pp.39–42). UK Hospitality (2024) states that there are 3.6 million employees in one of the most significant employment sectors in the UK. This shows the Hospitality sector has its challenges. It is very much a 'people' sector which makes communication central for teamwork, relationships with fellow employees, and taking care of customers. As reported by UK Hospitality (2024), communication is one of the most important factors in the establishment of the quality of work and the maintenance of relationships among employees in the organisation.
This essay focuses on communication used at Morgans Hotel, a four-star hotel in Swansea. It has 54 guest rooms and has food and beverage services, as well as room and event services. Morgans Hotel has a front of house, reception, housekeeping, and kitchen team and, like other successful businesses, requires good interdepartmental communication to operate on a day-to-day basis. Before developing the training session, the new employees and placement students’ performances were analysed so that the gaps in support and new employee development that needed to be addressed were apparent. Analysing employee performances is needed for a hotel as it shows the difference between the performances of team members and what the hotel management expects. The analysis results show that the new employees and placement students were low on the confidence scale when it came to talking to their colleagues and needed support in completing their job. A communication skills training session that lasts 20 minutes was then designed to achieve the balance between ensuring that team members feel more confident while also achieving more and better services to guests.
During my placement at Morgans Hotel, I identified communication issues within the restaurant team, particularly during breakfast service. Some new employees were asked to complete tasks such as preparing tables, serving guests, or communicating orders without receiving enough guidance or structured training beforehand. As a result, some employees relied heavily on experienced colleagues or made small mistakes that could have been avoided through clearer communication. These observations highlighted the importance of developing training focused on improving communication between employees and departments. Staff performance analysis is important because it allows organisations to identify employee strengths, weaknesses, and development needs (Walters and Rodriguez, 2017b, p.210). Akinbowale, Lourens and Jinabhai (2014, pp.342–345) explain that performance analysis helps managers understand where employees require additional support and development. Similarly, Mohzana et al. (2025, pp.3–4) state that employee performance is influenced by factors including skills, knowledge, motivation, ability, and workplace support. Eyo and Effiom (2025) further explain that regular performance evaluations allow organisations to identify employee development needs and provide opportunities for improving skills and overall performance. This demonstrates that continuous assessment and feedback are important for supporting employee growth within hospitality organisations. This shows that employees require suitable training and guidance to perform effectively. Menajang et al. (2024) suggests that poor communication and insufficient training can negatively affect employee performance within hotels. These studies support the decision to introduce communication training at Morgans Hotel because improving communication can reduce mistakes, strengthen teamwork, and improve customer satisfaction. To ensure the training addressed the identified issues, staff performance criteria were considered during the design process. 
Walters and Rodriguez (2017a, p. 206-211). identify important performance areas including communication skills, teamwork, reliability, productivity, and quality of work. These criteria were relevant to Morgans Hotel because employees must communicate professionally, cooperate with colleagues, and maintain service standards. Dixit and Sharma (2021, pp.3318–3323) explain that employee performance can be improved through training and development activities, supported by feedback and reward systems. This suggests that performance evaluation should not only identify areas for improvement but also provide employees with opportunities, support, and guidance to develop their skills and enhance their performance. Similarly, Kura and Kaur (2021, pp.3390–3395) highlight that organisations should identify performance gaps by analysing employees’ knowledge, skills, job requirements, task performance, and competency needs before deciding suitable training approaches. Dulloh et al. (2024, pp.127–132) suggests that employee performance improvement relates to productivity, motivation, teamwork, communication, innovation, and positive workplace relationships. This is relevant to Morgans Hotel because good communication between departments plays an important role in teamwork and delivering high-quality service to guests. For example, when the housekeeping and front office teams communicate effectively about room availability and guest requests, reception staff can provide guests with accurate information and avoid unnecessary delays during check-in. This shows how strong communication between departments can improve the overall guest experience and help the hotel maintain good service standards Hartadi and Sujoko (2025, p.13) argue that employee performance should not only be measured by the amount of work completed but should consider the quality of work, skills, cooperation with others, creativity, reliability, initiative, leadership, honesty, and communication abilities. 
Johnson and Bullard (2020, pp.4–9) explains that SMART objectives help organisations create clear goals because objectives should be Specific, Measurable, Achievable, Realistic, and Time-bound.  The objectives of the communication training were to improve understanding of effective workplace communication, increase employee confidence, encourage teamwork between departments, reduce communication mistakes, and provide practical communication techniques that employees could apply within their roles. The effectiveness of the training should be evaluated through improvements in workplace performance rather than simply attendance. Omer (2021) explains that training effectiveness should be measured through changes in employee performance and organisational outcomes. Key Performance Indicators (KPIs) can be used to evaluate whether training objectives have been achieved. Safonov et al. (2022) KPIs helps organisations monitor performance and determine whether objectives are being achieved. Within hospitality, relevant KPIs include customer satisfaction, service speed, productivity, teamwork performance, and order accuracy (Faraz Madanchi, Hamid Reza Maghroor and O’Neal, 2025, pp.1–10). Order accuracy is particularly relevant to communication training because effective communication between front-of-house and kitchen teams can reduce mistakes and improve the guest experience.
 Solink (2026) Order accuracy rate is an important hospitality KPI because it measures how correctly customer orders are communicated, prepared, and delivered. Improving order accuracy requires clear communication procedures, staff training, menu knowledge, and cooperation between departments. This links directly to the communication problems identified during my placement because unclear communication can result in incorrect orders, delays, and reduced customer satisfaction. The training support materials created for the session included a PowerPoint presentation, workbook and action plan, quiz activity, agenda, and digital learning resources. These materials were selected to support different learning preferences and encourage active participation. The PowerPoint presentation was the main learning resource and included topics such as communication challenges, effective communication methods, workplace communication tools, teamwork, technology, and future improvement plans. Positive and negative examples of workplace communication were included to help employees recognise common problems and understand how situations could be improved. The PowerPoint format supported visual learning by using images, examples, and structured information. It also provided employees with a reference resource after the session, allowing them to review key communication techniques. The workbook and action plan encouraged employees to reflect on their learning, record important information, and identify personal improvements. 
This supported Kolb’s (1984) experiential learning theory, which suggests that learning occurs through experience, reflection, understanding, and applying knowledge to new situations. The quiz activity was included to increase engagement and assess employee understanding. Interactive activities are valuable in hospitality training because communication skills require practice and confidence rather than only theoretical knowledge. Digital learning resources, such as the online training slides, video demonstrations, and digital quizzes, were used to support employees’ understanding of the training content. also considered because technology can provide flexible learning opportunities for hospitality employees. Online quizzes, training applications, artificial intelligence tools, and digital presentations can support employees outside formal training sessions. This is useful because hospitality employees often work different shift patterns and may not always be available for traditional training. However, introducing digital systems may also create financial challenges for Morgans Hotel, as the hotel may need to invest in software, maintain technology, and provide training to help employees use new systems effectively. Therefore, a blended learning approach that combines digital resources with practical workplace training may be the most suitable option, as it allows the hotel to benefit from technology while keeping costs more manageable (Sharma, 2011, pp.658–686). The training approach was designed to support different learning preferences. Newton and Miah (2017, pp.1–7) identify four learning preferences: visual, auditory, reading/writing, and kinaesthetic. Visual learners were supported through PowerPoint slides and images, while auditory learners benefited from explanations and discussions. The use of different training methods was also supported by Kolb’s (1984) experiential learning theory because employees were encouraged to learn through practical experiences and reflection. Taylor and Hamdy (2013) explain that adult learners bring their previous experiences, knowledge, and motivations into the learning process. This is relevant to Morgans Hotel because employees may already have different levels of experience and skills from working in hospitality or other customer-facing roles. By recognising what employees already know, the hotel can create training that builds on their existing abilities while also helping them develop areas where they need support.
Adult training that is both participative and experiential is more effective than knowledge-based training. Therefore, the inclusion of work-related examples, exercises, and activities in the Morgans Hotel training session, discussions, and training are all justifiable. Role plays and/or demonstrations are also good training methods for Morgans Hotel because employees would be able to engage in exercises that would help them learn how to deal with customer requests and complaints, as well as learn how to handle stressful service situations. On-the-job training is also applicable because employees would learn how to deal with customers and answer their questions, complaints, and service requests. Vasanthi and Basariya (2019, p.211) contend that on-the-job training enables knowledge and skill acquisition through work practice combined with proper guidance and feedback. Coaching and mentoring would offer new Morgans Hotel employees the chance to get to know the other employees better and establish a working relationship because of the experienced employees’ provision of guidance, and support. This approach has the possibility of improving the new employees’ confidence, coaching and mentoring new staff, and their skills of the new employees, as well as their understanding of the service standards the hotel employs. This also has the potential to encourage new employees, improve their confidence, help them understand working standards, and promote personal growth. Though off-the-job training provides employees with a controlled learning environment, it provides a service that is time and money intensive. The PowerPoint presentation simplifies things for trainees. It uses clear language and has helpful instructions in both periphery and central spaces of the layout to accommodate different levels of training and development. Given how workers in hospitality come from diverse backgrounds and with various skills, this presentation offers multiple ways for workers to gain the skills and knowledge to apply the training. The effectiveness of the communication training should be assessed following the training by means of employee feedback forms, manager evaluations, staff discussions, and tracking KPIs. These methods would identify whether employees improved their confidence, communication skills, and workplace performance. Omer (2021) highlights that effective training should result in improved employee performance and organisational outcomes rather than simply completing a training session.
In conclusion, the communication training session developed for Morgans Hotel was created based on identified performance issues among new employees and placement students. Staff performance analysis demonstrated that employees required support with communication, teamwork, and confidence. Academic research supports the importance of structured training because employee performance is influenced by skills, knowledge, motivation, and workplace support. The use of PowerPoint presentations, workbooks, quizzes, and digital resources created an engaging and inclusive training experience that supported different learning preferences. By combining practical workplace training, digital resources, coaching, and continuous evaluation, Morgans Hotel can improve employee communication, strengthen teamwork, reduce operational mistakes, and maintain high standards of customer service.
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