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Introduction
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As previously said, in every workplace, no matter if it’s the hospitality industry or any other industry, you can always encounter problems such as:
1. Customer service satisfaction 
2.  Departmental Miscommunication 
3. Discrimination 
4. Racial Profiling.

Definition of a workplace problem its presented to students in week one of the 3 term as: “A present unsatisfactory state that needs to be changed to a desired state as soon as possible “(Mazumdar ) 
In order to be able to build this presentation and provide enough details regardless what types of problem I meet and had to cope with in my previous workplaces I chose the Sopwell House Hotel. 

The Sopwell House hotel is a prestigious award-winning luxury 4 stars hotel based in the heart of St Albans city, but as every place of work encounters problem, the biggest problem countered by me and my colleagues in the past year working for this institution was the miscommunication between the staff members , managers and the different  departments of the hotel . 

This industry is in a continuous growth, and for each company or organization to keep up, they need to improve the internal and external communication management systems.  “The hospitality industry has proved that, improving communication it’s a key to quality, productivity and competitiveness.” Wolvin, A.D (1994) 
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Cause and effect, what it’s the cause and effect? 
Cause are the reason why something it is happening.
Impact is the outcome of what is happening.

Going to all the details communicated we can determinate that the cause of the miscommunication in this company can be from multiple reasons, one of the most important one in my own personal perspective I would say that is the language barrier , but also ,employees differences , or racial profiling . 
The effect of all this miscommunication happening  in the company , its negative from every point of view , as people don’t communicate effectively , service is pour and customers are unsatisfied , leading the company in losing customers every day , but also staff that consider the workplace too stressful to work in .





Analysing information to the defined problem, we can deduce that communication is in fact one of the key skills needed in hospitality work in United Kingdom, but also anywhere in the world to.  Working in a face to face customer role is always important to be able to develop a conversation with a customer, to be assertive and to be able to reply to any customer demand. These are necessary criteria’s in every workplace not only the hospitality industry. Griffiths, B.A and Dunham, E.B .
 The impact of the miscommunication in this hotel had put me and my colleagues in numerous embarrassed situations in front of the customers, that previously complained on me and my team at that time.  

Customer showing the fact that they asked for a certain type of service a month prior the boking day, coming to the hotel and seeing that they’re requirements haven’t been meet and the manager treat them with “ Nobody told me “ has a huge disrespect and a huge conflict potential , let’s not talk about  the customer satisfaction which decreases with every demand not respected by the staff .
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 A communication that takes place and is not effective enough for all, the manager, the employee and the customer, tend to degenerate in conflicts. (McQuerrey) 2009 

In the same respect do to the lack of communication in the company many managers and also very good and trained employees chose to leave the workplace in order to find a better job , all of them described in the company reviews that the place is to stressful or don’t get in touch with their employees in an appropriate way . (indeed.sopwellhouse.reviews.co.uk)

As a desperate method of covering a few important jobs in the hotel , jobs that once filled help with the smooth running of the company , the upper management ,lowered their employment level , and decided to give a chance to people less trained , not prepared and also non English speakers , somehow my personally believe is that everyone needs a chance , no matter of their race or knowledge or language speaking , we all humans in the end , we all deserve a chance .
Language barrier in the work place cause confusion, frustration, fear and helplessness, (Dwason , Madera & Neal, 2011)



A range of alternatives solutions to the defined problem.
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A range of solutions for the miscommunication in this company came from different members of staff, managers and also employees, by using multiple decision-making techniques and models.  
In order to positively enhance the communication between all the department’s and all members of staff , the hotel management team , have asked all the employees to complete a questionnaire online , regardless of what the staff believe the communication level is in the company , and also to come with ideas of how the company can improve those communication issues . 

Most of the employees have agreed that there was communication a problem and the management received a few ideas of how they can improve this communication.

1. One of my bartender colleagues came with the idea of every staff member to be equipped with a walkie talkie, this way in his believe is way easier to communicate between each other in a fraction of a second. 

2.  One of our managers came with the idea of having periodic 20 minutes briefings, before breakfast, lunch and dinner, and also in the days we have big events in the company, events such as weddings, parties and or any sort of meeting or conference. 

3.  Other employee of the company, giving his personal idea of creating an WhatsApp group, group in which all the urgent matters , problems , complains , mistakes , can be communicate effectively and in a fast and peaceful manner , the group will include all the staff members of the company , and is should be set for  everyone to be able to share their personal ideas , or beliefs , on certain situation .
For example , there is something missing from the kitchen stock , due to an error occurred in the raw materials order , none of the staff is aware of this issue , until one of the chefs , will text this matter in the WhatsApp group , thinking that maybe not all the employee have constant access to their personal cell phone , at least is well known between a few members of staff that happened to have their cell phone close to them , all these members of staff should be aware that they need to take the information and spread it in their department .

4. Enhanced training for all the customer facing role employees and also for non-native English speakers.

In order to solve the problem in the company, a rational decision-making technique was used, if you wonder why?  Because in this case the best option was to go with the rational decision making, as it follows 4 simple steps, its objective and it has a stepped approach, the 4 steps of the rational decision making are:

1. Define the problem 
2. Gather the data 
3. Generate, evaluate and choose options 
4.  Implement the selected options 
 
On the other hand, a creative decision making technique could also be use , as is enhance the creativity of the employees in a situation like this , although , the company ideas over how to get more customers were amazing , the problem was the staff and managers that could not communicate effectively , whiten the day to day basis.  (Moodle)
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In order to be able to reduce  and eliminate the problem , increase the number of satisfied customers , we as a team of managers and also employees find that the best decision to take was an routine  decision , as the problem was well known and defined ,and also commonly met in this organizations , the upper management and also the employees have been asked to participate in a few brainstorming sessions .

Brainstorming technique is a creative problem solving and decision-making technique   that use the ideas of members of team from different perspectives, regardless of how the problem should be fixed. These techniques also refer to a non-criticism, no evaluation and the quantity of ideas are encouraged to raise. 
 
In this session of brainstorming the potential ideas showed above have been seen from different angles and perspectives, allowing all members of staff or managers to come with their own view over the ideas showed above. 



Delphi technique [image: ]

Delphi technique is a different decision-making technique that mostly is based on one principle, this principle refers to: “Decision from a good structured group, tend to be more effective and accurate than a decision taken by from an unstructured group.” 
These methods use a panel of experts, that bring they’re agreement or disagreements’ over the displayed problems and solution 


https://www.google.com/search?q=Delhi+method&tbm=isch&chips=q:delhi+method,online_chips:delphi+method&client=safari&hl=en&ved=2ahUKEwibr7KFhprpAhUjuqQKHeQuACgQ4lYoAnoECAEQFw&biw=1422&bih=759#imgrc=8cfVIqAKWGrd
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 The seven-step problem solving technique is technique that was developed of Doctor Shoji Shiba , from the Centre of Management Quality ,this technique show us how to be able to follow the steps in appropriate way , a way in which we are sure that we won’t create a problem with all the solutions ideas presented . 

· This technique can be used in all the circumstances of a business problem and is at my understanding that by using these techniques we get a step closer to solving the issue. ( https://youtu.be/bZXDGQSuF9I) 

Any of the techniques presented above can be proved to be effectively efficient 
, in any circumstances. But considering the situation on my workplace I personally believe that the brainstorming method was one of the best methods to use in this circumstance, as it allows almost every member of staff to show their ideas from their own point of views. 

After the few session of brain storming,  the plan was to implement 3 of the 4 ideas showed above ,  the ideas chosen are the ideas that don’t affect the budget in any way , as for talking about my colleague idea of equipping every staff member with a walkie talkie was declined from multiple parts of the meeting , because buying this many walkie talkies was a pretty big invest ,that the company couldn’t cover on such a short notice .  
 
The rest of the ideas have been voted positively from multiple participants of the meeting, as from now one its only the 3 stages of the implementation, communicating the future changes with all the stakeholders and also the review of the problem being solve .
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 Implementing the solution is a project that follows three important steps:
 Stage 1. Current situation: Management being aware of the problem, using decision making and problem-solving tools and techniques to find the best approach of solving the problem. 

Stage 2. Transition, the transition stage of the implementation process is important because it the stage in which the problem itself starts degrading and appropriate steps are being made in order to solve it. 

Stage 3. Future situation, this step it’s a future projection showing us the outcome of the steps 1, and 2. 
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In order to be able to communicate the plan to the stake holder we need to keep in mind the internal and external stakeholders, affected by the change.

Internal stakeholders are, employees, managers.
Secondary stakeholders are, customers. 
The stakeholders are also split in 2 main categories 
Primary stake holders: These are the people that are vital for the wealth of the business.

Secondary stakeholders are those who can have effect on the primary stakeholders (competitors, business partners and inspectors and regulators). 

Change is not easy, and it takes focus and continues strive to success.   

Using the ADKAR method, we can deduce as managers or employees that change its really not easy, because there are always consequences of not managing the people side of change consequences as :Valued employees that refuse the change , or low productivity ,disinterest in the current situation, and many more .(Moodle ) And Prosci 2008
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There are always multiple factors affecting the decision-making process.
Factors such as:
Knowledge, money stress, energy, routine and non-routine, manager personal ability and many more. (Moodle) 


Monitoring and review technique.
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In order to monitor and review the implementation of the problem solving and decision making tools and technique and the outcome at every step  of the process , we used the Gantt Charts , this charts shows the relation between each task ,and activity to be follow in order to implement the change and solve the problem . 
 
The Gantt Charts gives us the time period, in which all the task enumerated should reach the time limit in a positive and effective way, the task itself being complete. (www.ghantcharts.co.uk)

After 6 months of the changes being made through a 5 minutes questionnaire handed to all the staff of the hotel the  , the positive numbers received back , of the management show a good amount of happy employees , employees that are now briefed on a day to day basis , that now what to expect from their customers and definitely now how to effectively communicate with management and team members . 
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ANALYSING INFORMATION TO THE DEFINED
PROBLEM

» Impact
» Communication Problems in Sopwell House Hotel.
= Often the miscommunication between the

different departments in this hotel ,create problem

that shouldn’t exist , mostly because :
It puts staff in a wrong position , and also the customer .

Its starts being frustrating after a while , and may have the potential to create conflict

(McQuerrey ) 2009
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ANBLYSING INFORMATION TO THE DEFINED
PROBLEM

» Going to the company reviews, we can see that 1, of 3 formers workers of the hotel ,
have left the job only after a few months due to the lack of communication, between
the departments and between the upper management and employees .
(www.indeed.sopwellhousehotel.co.uk )

‘Working for this company for a long time , I have noticed in plenty of circumstances

that due to the lack of employees the company itself set they're employees standard
to very low .

» As a desperate need of workers they start giving important position , and customer
facing roles to people that cant communicate effectively in English .

« Language barriers in the work place cause confusion , frustration , fear and
helplessness . Dwason, Madera, & Neal ,2011
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PROPOSING A RANGE OF SOLUTIONS

* By using the brainstorming technique , some of the staff come with a range of
solution to the defined problem .

1. Morning , lunch ,and dinner pre meetings with one of each department manager
and a member of each department team , meetings in which to be discussed the
daily briefing .

2. AnWhatsApp group between all the departments and colleagues .

3. Effective communication training for all the new employees .
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PROBLEM SOLVING AND DECISION MAKING
TOOLS AND TECHNIQUES

» Brainstorming
» The brainstorming technique was developed by Alexander Osborn in 1960 .
= This technique implies choosing of 6 to 8 people ,

» ( depends on the size of the company ) people that will come with ideas for the
solution over the problem displayed .

= No evaluation , no criticism .
» Al the ideas are weighted and combine for a better result . °
>
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PROBLEM SOLVING AND DECISION MAKING
TOOLS AND TECHNIQUES

» Delphi Technique

= This method itself its based on the principle ,*“ decision from a good structured
group , tend to be more effectively and accurate than the decision from
unstructured group.

» The method uses a panel of experts ,

that agree or disagree over the facts or the problems displayed , =

the answers are anonymous .

Bitps//oru googl.com/search?q=Delhi+msthodatbim=schichips=qdelhi*method onln.chips:dslphi+methodclient=safarihl
9QEHEQUACGOA e AnaECAEQFw&biw=14224bih=T53imgre=5ciVIGRIWGr &AM
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PROBLEM SOLVING AND DECISION MAKING
TOOLS AND TECHNIQUES

= 1 Step problem solving

» 1 Definition ( what it’s the problem? )

= 2 Data collection ( what causes the problem ?)
» 3 Cause analysis ( why this problem? )

» 4 Solution planning and implementation

= 5 Evaluation of the effects

= 6 Standardization

= 7 Evaluation of the process .

» https://youtu.be/bZXDGQSuF9I
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IMPLEMENTING THE SOLUTION

» Stage one - Current situation :Manny unsatisfied customers on a daily basis ,
conflict arise between the employees , briefings not included in the day to day
basis .

Stage two - Transition: a general meting finished every day , the manager and the
team member needs to brief the team on the events of the day , the number of
customer expected , and all the other detail , in order for the day to run smooth .

The WhatsApp group , its been set on everyone phones, al the team member get
information regardless , what changes need to be taken in the menu , important
guest arriving the hotel premises , allergies and many other .

Stage Three - Future situation : As all the steps of the implementation process have
been followed last step refers to the same situation in the future , but only after the
plan has been set in place .
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COMMUNICATING THE PLAN TO THE
STRKEHOLDERS

Communicating the plan to the stakeholders its being done by applying the Adkar
method .

Awareness : The awareness of the change needed to take place
Desire to patriciate : Desire to be part of the change
Knowledge : Knowledge needed for the change to be effective
Ability : Ability to cope with the change

Reinforcement :Reinforcement , any form of mechanism that supports and keep the
change in place

Change its not easy and it takes effort from all the stakeholders .
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COMMUNICATING THE PLAN TO THE
STRKEHOLDERS

» Stakeholders affected by the change .
» Employees

» Employer

= Customers

= As a personal believe the most affected stakeholders in this circumstances will be
the employees ,and the employer , as the change itself its made to promote better
customer service skills .
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MONITORING AND
REVIEW TECHNIQUE

GANTT CHARTS

- The Gantt Charts show the
relationship between each
activity to be follow in order to

Gantt Chart

Mar19  Apr1? |

Planning = implement the change
+ The time schedule in which the
— change should be implemented ,
aaseshi == for each of the task enumerated .
Design —
- https://www.google.com/url?sa=t
J E=m—— o o
Implementation cd=2&cad=rja&uact=8&ved=2ah
UKEwj72PG i5_pAhXwUBUIHCKB
Followup i BbUQFjABegQIARAB&url=https%

3A%2FY%2Fen.wikipedia.org%:2F
wiki%2FGantt_chart&usg=AOvVa
w2bmgXNEghM8SbGtAJQ6ffm
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PROBLEM SOLVING AND
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DEFINING THE PROBLEM

» In every work place , problem always arrive , no matter how hard you work , or
how much passion you put in your work , there are always things like ;

» Departmental miscommunication
* Racial Profiling

= Discrimination

= Customer satisfaction

» People management

= All of the problem showed above can pull back any business and also decrease
the customer satisfaction .Today we are going to talk about communication issues
in the Sopwell House Hotel.




