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Introduction 


  Every workplace experiencing different problems, this is kind of normal as I do not know even one workplace without any problems. In this study I will examine the problems current accruing at my workplace Hotel Du VIN Tunbridge Wells. There are many problems, but I will stop to pay attention to only some of the major ones like communication problems, staff and guest complaints, poor performance of the employee and big staff turnover at Hotel du vin Tunbridge Wells.
Hotel du VIN is a luxury boutique hotel chain that has nineteen hotels throughout the United Kingdom, co-founded by Gerard Bassetand Robin Hutson, Financial time (2015)
The hotel chain was founded in Winchester in 1994 by Gerard Basset and Robin Hutson, who had both previously worked at the Chewton Glen hotel where Basset was the head sommelier and Hutson the Managing Director. The name "Hotel du Vin" was a reference to Basset's wine expertise. At the time Basset was a Master Sommelier; he went on to become a Master of Wine (1998).
Hotel du VIN offers a selection of luxury hotel rooms and suites in locations across the UK
KSL Capital purchased the Hotel du Vin chain and the Malmaison hotel chain early in 2013, before selling both hotel brands to Frasers Hospitality for £363m in 2015, Hotelduvin.com (2015)
Frasers Hospitality
One of the World’s Leading award-winning Serviced Apartments, Hotel Residences and Boutique Lifestyle Hotels
Frasers Hospitality is a leading global hospitality group with Gold-Standard serviced and hotel residences across Europe, Middle East, Africa, North Asia, Southeast Asia and Australia.
Frasers Hospitality commits to “anticipates and exceeds the evolving needs of executive travellers through continuous innovation”, and providing its customers with the space, family and community away from home. Conceived with the lifestyle preferences of today’s discerning extended stay executive travellers in mind, Frasers Hospitality has five award-winning brand offerings: Gold-Standard serviced residences – Fraser Suites, Fraser Place and Fraser Residence, Modena by Fraser, second-tier serviced residences targeted at the road warrior, Capri by Fraser, a design-led hotel residence aimed at the Millennial traveller and Malmaison and Hotel du Vin, a collection of upscale boutique lifestyle hotels.
 Problem solving was spread by W. Edwards Deming and the improvement of the whole brilliance organisation drive in the 1980s. The technique is more commonly known as the Deming Wheel. Regardless of the name, a problem solver is urged to follow a step-by-step approach to problem solving-plan, do, check, act, Deming (1992).
In the planning stage, a manager improves a working theory about problem exists and then progresses a projected explanation to the problem. The second step is to do, the planned mixture. Next, the manager checks the outcome of the action taken. The attention of this examination is to define whether the projected key achieved the desired result-was the problem solved? The fourth step then depends upon the interpretation of the check on results. If the problem was solved, the manager performances will see the solution. This might mean creating controls to ensure that the new way of doing business lasts. However, if the check specifies that the problem was not solved or was only partly modified, the manager acts by initiating a new cycle. Indeed, the technique I am going to use in order to find the problems and make the right decision are: SWOT analysis, PESTLE analysis, Fishbone diagram, PMI decision making tool.

Communication problems

Hotel du VIN Tunbridge Wells facing many problems, but the major one is lack of communication between the departments, the teams, between the employees and the employer. The company success depends of communication as this is the key for good performance of all employee. Communication is an instrument that delivers a chance to impact others in the work atmosphere.
The importance of effective communication is acknowledged by Hedman and Valo (2015), who established a revision to analyse several experiments that are typically met throughout this procedure. The writers specified that the supervision is serious for effective professional operations, because it controls worker presentation and guarantees that the complete structural goals are encountered. 
Fishbone Diagram – Management Lacks Influence with followers
[image: ]

The managers in our Hotel du Vin are not in control for the attention on employees’ routine, this caused issue with productivity. Therefore managers should effort on educating communication beginning with personnel modifications. Our employees need to be stimulated to involve in the decision-making creativities and to share their idea as well. Moreover there is need of trust between the team members and the employer as trustful relations would be the root for effective practice. Conrad (2014) supposed that business might not be experienced without efficiency in work communication, because it confirms that the workers understand company aims and apply performs required to complete those goals. Although, communication can be used by managers as an instrument of encouragement to confirm employees monitor instructions and work in the perspective of the manager’s expectation and work agreeing to the proposed idea. The writer highlighted that not everyone could be able to communicate well and professionally. There is need of constantly encouraging the staff in order to get things done in most efficient way.
Husain (2013) established his work on the conversation of the importance of keeping active communication at work. However, different than other writers, the Author concentrated on the special effects through the company modifications. Husain (2013) measured that communication between employers and their staff touches the readiness of everyone to achieve their responsibilities properly. Nevertheless, employee confrontation in Hotel Du Vin is one of the most serious problem in the company. Furthermore when employer pass the messages correctly, all employee will, change their approaches, and their motivation will improve immediately. That’s why the need of clear and trustworthy information is highly important in order to develop communication skills in all employee at my workplace. Our Employees should be able to join in the decision-making process, and their ideas should be recognized. Only this way successful performance can be achieve.

            
	
Stakeholders communication plan


	Stakeholders
	Power interest
	Key interest & Issue
	Communication vehicle
	Frequency
	Comments

	Owners
	High
	Maximise profit
	Emails
meetings
	Low
Every second/third day
	Owners need to effective communicate to the rest

	Employee
	High
	Job satisfaction
	Face to face
Meetings
phones
	High
Every day
	Employee motivation on

	Supplier
	High
	Not missing delivery
	Emails
phones
	Medium
Every second day
	Corporate service

	Customers
	High
	Received great service
	Face to face
Emails
phones
	High
Every day
	Delivered great service to the customers



In the stakeholders communication plan I stated different communication between the owner, employee, suppliers and customers. If there is lack of transferring the messages and delivering the services between one of them, then the results are not going to be satisfied.
Managers in my workplace think they are good in transferring information to the staff. Nonetheless, the realism is that, in Hotel du Vin, in my workplace, the managers are unsuccessful in communicating well to the others. They do not understand this problem, when  they notifies all employees of some modifications in the operations of the company, they have to communicate at least via emails clarifying in detail all changes. It is necessary for managers to use both formal and informal way of communication, as the key to efficiency is using the communication well by everyone.
Communication is a talent-primarily based function. It directing to develop verbal exchange about issues in management, employers has to, therefore, appearance to reap competencies that guarantee positive conversation. Our managers needs to be chatty; this makes it suitable for them to start conversations. Second, every employer need to recognise their target listeners, this allows using the proper verbal communication which improves the efficiency of conversation. On the other hand, listening well leading to an effective conversation. In order to carry the right message, every supervisor should listen everyone carefully and understand clearly the messages. Likewise, for a well presented communication, the message need to also be simple, concise and understandable. Finally, the right time for passing and receiving the message is also important. Although, it is far critical for the organisation to increase their methods to measure the effectiveness of the communication manner. This may be done via following up on something data turned into surpassed. Managers can also pay unique attention to remarks from their employees after passing information. This might assist the managers to gauge whether or not their records was interpreted correctly.
PMI Effective communication at workplace
	Plus +14
	Minus – of poor communication - 15
	Interesting? +12

	Staff meetings +3
	Lack of commitment-4
	Boots employee morale and engagement+6

	Emails+3
	Missanderstanding-2
	Improve workplace culture+6

	Chat technology+2
	Conflicts-3
	

	Conference calls+2
	Emotional distraction-4
	

	Helps build strong team+4
	Work related stress-2
	

	
	
	

	+14
	-15
	+12



According to PMI effective communication at the workplace brings more positives than negatives. Moreover poor communication lead to a big misunderstanding between the staff, lack of passing the messages and increase stress level at work. The interesting side of good communication is that improve work culture and environment and increase employee engagement.
Guest/Customer and Staff Complains
As a part of luxury brand, Hotel du Vin, the place where I work, receiving a number of complaints from the guest and the staff, due to high customer expectation and high request of delivering the service. Guest expecting a high level of service and if the company cannot meet their expectation, the complaint are increasing. In hospitality industry, complaints are the main root for destroying company reputation. In the next tools I will see the potentials causing the complaints.
SWOT and PESTLE analysis
[image: ]In the pestle analysis is clearly stated the potential reason might cause guest and staff complaints. From Political side, Hotel du Vin Tunbridge Wells has an issue from it is infrastructure, regulation, tax policy and service. Our company has the practice, when received a complaint to refund or provide a discount, is this mean all guest are willing to complain for any kind of dissatisfaction and they believed in this reputation. The other major problem occur at my workplace is growing the rate, which is cause many discomfort in customers and leading to complaints. The main social factor is changing the attitude in costumers and on the other side Brexit factor reflect a lot in staff complaining. Some of the staff in my workplace are foreign people and Brexit will definitely increase staff discomfort due to not secure life. From technological side of view the environment is in need of a constant developing as the customer life with technology and they expect of the company to provide the best communicating way between both sides.
	SWOT Analysis

	Strengths
	Weaknesses

	· Special product features or benefits
· Specialist knowledge or skills
	· Poor cash flow or a lack of capital
· Lack of an established reputation 
· Inefficient accounting systems

	Opportunities
	Threats

	· Increased demand
· Using the internet to reach new markets
· New technologies that allow you to improve product quality
	· New competitors
· More attractive or cheaper versions of the product or service
· New legislation increasing the cost
· A downturn in the economy, reducing overall demand



Customer complaints bring important facts at once from customers and they are main indicator of client dissatisfaction. Complaints in Hotel du Vin giving a clear sign that the service has to be improved and successful managing the daily tasks can lead to customer loyalty. On the other hand customer complaints for different reason, some of them just because they would like to get discount, the other alarming for issue in the service. The purpose for getting complaints at my workplace is to recognise what is wrong and prevent this happening again. However our staff complaints mainly of high desire for improving for better quality of life, which includes better salary, less working ours, less task to do at a daily basic. On the other hand we have staff complaints about discrimination as many of them are a foreign people. They feel they are treated in different way according to employer attitude. As I said earlier the key for that is communication, if managers do not communicate well with all the employee, is more likely that some of the staff will complain about being discriminated.
The achievement or disappointment in the hospitality businesses relies upon on provider. Client expectancies need to be pleased to reap a great degree of consumer pride. Though, figuring out client hope is hard until clients offer comment concerning their evaluations. Sanes (1993) identified that client response is accessible in lots of procedures, and grievance is the maximum beneficial and significant basis of statistics. Several educations emphasised that client proceedings have to be greeted and recommended by provider. Even though client complaints are unavoidable, customer approval theatres an energetic role in supporting the actuality of hotel innovativeness in the present extremely modest atmosphere (Ngai et al., 2007). Barlow (1996) showed that client proceedings are significant for the development of  operations due to the fact that make the workers awake of the issues, and hence, they may be capable of correct them in a appropriate and impulsive way. Effective provider corporations understand that despite the fact that inviting different clients is essential, keeping a near connection with present day clients is perhaps extra important in relations of success (Johnson & Selnes, 2004)
PMI Guest/staff complaints
	Plus +  12
	Minus - 11
	 Interesting?  +8

	Invest in your   employee/guest    +5
	No feedback  -4
	Reward and compensate your guest and employee +8

	By complaining the problem is recognise and it is easy to prevent of this happening again  +7
	No recognition  -3
	

	
	Overworking -2
	

	
	Poor employee selection -1
	

	
	Not paying attention to the guest -1
	



Managers should invest in their employee to avoid staff complaints. In order to encourage their employee managers have to give them feedback regularly and recognise their work. Moreover they need to pay attention to details in order to satisfy their guest. Although in Hospitality industry high standard is strongly required in order to deliver great customer service. On the other hand competitors plays an important role in this industry. Each company trying to reach their maximum potential, to reduce complaints and increase company reputation. 
Poor performance – individual and as a team
Fishbone Diagram -Poor performance
[image: ]


PMI Poor work performance

	+8
	-10
	? +8

	By knowing poor results it is encouraging taking action in order to improvement +8
	Disengagement-4
	Set expectations early+2

	
	Lack of training-2
	Ensure a plan is clearly documented+2

	
	Lack of resources-2
	Do coffee chat with employee+2

	
	Personnel problems-2
	Do regularly  work +2performance review



Based on the current practise at Hotel du Vin staff performing is in a level of satisfactory and in the same time there is a need of improvement. Employee performance at my workplace are evaluated on an average level of work achievement, skills and knowledges, personal quality and commitment. Although the employee performance depends of the employers attitude to them as well as the working environment. However the main key for a good employee performance is motivation, also individuals who set goals are more likely to achieve them. When hotel Du VIN staff do not meet the employer expectations their losing their motivation due to careless of employer side without supporting and encouraging their staff. Employees need to be trusted and supported all the time by their employer in order to achieved good goals and performance well. On the other side employer has to provide the right training for our employee, as if a staff member is not trained properly he would not know how to do their task effectively. Moreover there is many practice in Hotel du Vin leading to a staff support and engagement, like coffee chats, work performance review, other meetings etc.
However, for some reason, some of the Hotel du Vin employee have poor performance due to personal problems, which effect on their work. For keeping up the good work everyone need to manage their problems apart of work related issue.


Big staff turnover

The level of staff turnover at Hotel du Vin Tunbridge Wells is extremely high. That is causing many other issue leading to failure in providing great service. I am using a fishbone diagram to identify what is causing this problem.
Fishbone Diagram – High employee Turnover
[image: ]
In this content the rule to find the right people at the right time and at the right place is highly recommend. Hotel du vin Tunbridge Wells experiencing big staff turnover, due to some issue company not providing or not dealing with them to try to provide a good work environment for the employee. 
One of the most important step for recruiting is selection and interview, in order to find the most proper person for the position. Mostly what happening at my workplace is that the employer do not provide full description at the interview and do not mention about flexible working process. That’s mean if there is a need of help in another position the employee is required to move there and give a help, which is causing many confusion and complaining and the result of this practise is big staff turnover. Some of my colleagues leave the workplace as there is no potential for growth further in their career. The company need to provide opportunities to all staff wanted to develop ahead and improve their skill in different area, this is a rotation way of using staff. Although the working hours does not suit some of them and especially if their family growth it is likely to leave the workplace as they cannot manage their working hours comparing to the personal life.


Fishbone Diagram – Reason for resign
[image: ]High employee turnover is hard to be managed well by the company as it costs time, company reputation and popularity. Some worker turnover is expected, for example, retirement, and relocation and leaving for education. However there is many reason why staff at Hotel du VIN resign. In order the company to keep their staff they have to offer to opportunities for increase progression and development. Moreover offering a normal working hours will prevent staff overworking and leaving the job. It is understandable that some businesses required working flexible with overtime, but everything should be in acceptable level, otherwise employee became frustrated and they leave the job.
Although feedback is important part in keeping employee at work as avoiding them will lead to unsuccessful completion of their duties. The more employer recognise employee work the better results will get. Moreover if employer avoid sharing comments, which might be pushing workers gone. In order to ensure all employee succeed there is highly need of feedback and avoiding this process can lead to destroying staff motivation and that will affect serious their productivity and raise their complaints. Moreover all staff will became frustrated and straggled doing their duties and they will leave at some point if managers ignore giving to the feedback and being unhelpful and not supportive.
Finding the perfect employee is difficult, however for company success the employer need to find the right people at the right time and at the right place. Sometimes employers are desperate to fill the current position available and they choose a poorly matched employee, which is bad for the company, and in this case the employee are unhappy, which lead to not doing their job properly as an unsuited staff is not likely to be satisfied with their new position. 
All staff, including myself, at my workplace, want to know that their input is appreciated, in order for this happening, the need of making a mindful energy to exactly identify their achievements and recompense their job, is highly recommend. Whereas money maybe cannot be the first reason for big staff turnover, but paying the staff a good salary will rises their qualified progress. 
Although for keeping the company reputation high the employer need to perfect their selection, while recruiting staff, with clear definition of the role they are offering, by clearly defining the job role, the right people will be hired and quickly dismiss unqualified applicants.


RECOMMENDATIONS
This study highly recommend using an effective communication at the workplace as the main key for company success, increasing productivity, improving company reputation, keeping the staff satisfied with reducing big staff turnover. Moreover using the right communication improves working environment and keep everyone happy by giving and receiving constantly feedbacks. An identical incentive is more likely required to inspire workers to enthusiastically working in a friendly understanding involvement atmosphere through co-operating with everyone. The supervisors need to figure out a structural layout which allows the conception of new information, awareness and transmission throughout useful limits. The bosses would really assist the function of expertise in company accomplishment, ensure that their personnel recognize this problem and more meaningfully, inspire them to contribute in on the-activity schooling and getting to know, as well as in taking pictures and transmitting information. Concerning people competencies, commercial enterprise directors need highlight personnel‟ accepting of their own and others tasks, expand their knowledge, and allow them to connect properly with all company participants. 

CONCLUSIONS
This study conclude the need of strong communication within the company in order for good performance and succeed, increase the company reputation and keeping the employee and customers satisfied. Although it concludes that availability of social understanding of staff capability impact to a whole company process, reducing big staff turnover and poor overall performance. Well described organizational shape promotes desired, repeatable approaches to growth reliable and innovative programs that help the industrial corporation wishes of the organization faster than competition and are expecting destiny commercial enterprise desires of the company and announce appreciated innovative product capabilities earlier than opponents. This reading additionally determines that strong practical understanding control infrastructure ability and helps overall performance in lodges which sell inside improvement understanding manipulate and consequently good benefit. Technical set-up improve importantly the work environment for developing the efficiency and effectiveness of the process. The examine knowledge manage tactics capability is essential in engaging in organisational competitiveness, also it promotes understanding of effective communication in hospitality industry, in this case my workplace Hotel du Vin.  
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