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[bookmark: _Toc229505675]Abstract 
This study investigates how management practices, communication effectiveness and operational challenges influence employee performance and  workplace efficiency within  the Food and Beverage department at Novotel Cardiff Central. The hospitality industry depends heavily on teamwork, communication and service quality to maintain customer satisfaction and operational success. However, operational problems such as communication gaps, staff shortages and service delays can negatively affect both employee performance and customer experience. Therefore, the aim of this study was to evaluate the influence of management practices, communication effectiveness and operational challenges on workplace efficiency within the Food and Beverage department at Novotel Cardiff central. 
The research adopted a pragmatism research philosophy  using a mixed  method approach. A case study strategy was applied focusing on the Food  & Beverage department within  the hotel environment. Primary data was collected through questionnaire surveys distributed among  25 employees working in  different operational roles including  waiters, supervisors, bartenders and kitchen staff. The questionnaire included Likert scale and open-ended questions relating to management support, communications effectiveness, workload pressure and  operational coordination. In addition, participant observation was  conducted  during  the placement period to  examine real workplace  behaviour, communication patterns and service operations  during busy periods. 
Finding revealed several operational challenges affecting employee performance and service quality. Poor communication between  management, kitchen staff and  front of the house employees frequently caused  service delays, operational mistakes and  customer dissatisfaction. Staff shortages during peak operational period created workload pressure and  reduced  service efficiency. The finding also showed inconsistent  management support and low employee motivation during busy shifts. Questionnaire results  demonstrated that many employees were dissatisfied with communication systems, leadership visibility and  operational coordination within the department. Placement observations further confirmed delays during  breakfast service, communication breakdowns and workflow  disruptions  between  departments. 
Based on the findings, several managerial recommendations were proposed to improve operational efficiency and customer service quality. Therese  included regular  staff communication briefings before shifts, cross-departmental coordination  meetings, customer service training programmes, employee motivation and recognition systems and  improve staffing  coordination during  peak operational periods. These  recommendations aim to strengthen teamwork, improve communication effectiveness, reduce services delays and enhance overall employee performance within the food and beverage  department. 
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[bookmark: _Toc229505677]Chapter 1. Introduction
[bookmark: _Toc229505678]1.1. Introduction to Novotel Cardiff 
Novotel Cardiff Central is a four star hotel operating under the international Accor hotel brand. The hotel offers accommodation, food and beverage services, event management, conference  facilities and customer support services to both busienss and leisure travellers from all over the world (Accor Hotel Group,2026). The Food and Beverage department is one of the most important operational areas within the hotel because it directly influences customer satisfaction, service quality and overall guest experience. This department manages restaurant operations, breakfast service bar operations and event catering that require teamwork, communication and operational coordination (Mun, Park & Woo,2022).
During the placement period good experience was gained within both F&B as well as at the Front Office departments. Responsibilities include waiter service, bar support event preparation  and observing management operations. This placement provide insight into daily hotel operations management practices, communication systems and operational challenges within a real hospitality environment. 
[bookmark: _Toc229505679]1.2. Research problem 
The hospitality industry largely depends on effective communication, teamwork  and operational efficiency to maintain customer satisfaction and business performance (Lenihan, & Sheridan,2014). However, several operational issues were observed during the placement at Novotel Cardiff Centre, particularly within the F&B department. One important issues that is identified was poor communication between management, kitchen staff, supervisors and service employees. Communication gaps during busy periods often caused misunderstandings, delayed service and operational mistakes. Moreover, poor communication between kitchen and front of the house staff negatively affected workflow and customer service delivery. 
Service delays were also frequently observed especially during breakfast operations and peak service periods. Customers waiting long periods for foods and drinks often appeared dissatisfied while some guests left services areas without being attended by staff. Staff shortages during busy shifts further increased operational pressure and reduced service efficiency. 
Another issue identified was weak customer service and limited employee motivation. Some staff members appeared disengaged from customer needs and lacked confidence when handling guest complaints and requests. These operational challenges not only affected employee performance but also created risks for customer satisfaction and hotel reputation. 
[bookmark: _Toc229505680]1.3. Rational of the study 
This placement study is important. It is because management practice, communication effectiveness and operational coordination are essential for maintaining service quality and organisational performance within the hospitality industry (Lenihan & Sheridan,2014). Hotel operates in highly competitive environments where customer satisfaction and operational efficiency directly influence customer loyalty and busienss success (UK hospitality,2025). 
The F&B department is one of the most demanding operational areas within hotel due to its fast paced environment and direct interaction with customers (Mun, Park & Woo,2022). Poor communication, staff shortage and operational inefficiencies can reduce service quality and negatively impact customer experience (Lenihan & Sheridan,2014). Therefore, this study aims to investigate how these factors influence employee performance and workplace effeteness within the F&B department at the Novotel Cardiff central. 
[bookmark: _Toc229505681]1.4. Aim of the study 
To evaluate how management practices, communication effectiveness and operational challenges influence employee performance and workplace efficiency within Food & Beverage department at the Novotel Cardiff central. 
[bookmark: _Toc229505682]1.5. Objectives of the study 
· To examine the influence of management practices on employee performance within the F&B department. 
· To evaluate the effectiveness of communication between management and staff during operations
· To analyse how operational challenges affect service quality and workplace efficiency. 
[bookmark: _Toc229505683]1.6. Structure of the study 
This study consists of five chapters. Chapter one introduces the research topic and its objectives. Chapter two reviews relevant academic literatures. Chapter three explains research methods and data collection process that has been used to conduct this study. Chapter four presents the findings and discussion based on the questioners and observation during  the work placement at the Novotel Hotel in Cardiff central. On the final chapter, which is Chapter Five, this study presents the conclusion and managerial recommendations. 

[bookmark: _Toc229505684]Chapter 2: Literature Review
[bookmark: _Toc229505685]2.1. Management practices in Hospitality businesses 
 Jariwala (2025) emphasises that management practices are crucial in assessing employee performance for operational efficiency and customer satisfaction in hospitality businesses. This holds particularly true for hotels and other hospitality establishments that function in fast-paced, service-oriented settings, where factors such as leadership behaviour, supervision, communication, and employee motivation have a direct impact on performance. Silva & Goncalves (2025) highlighted that hospitality organisations heavily rely on robust leadership and management support to uphold service quality and enhance employee productivity.
Leadership style is one of the most important element of management practice within hospitality operations (Silva & Goncalves,2025). However, there are many different leadership theories that justifies the significance of leadership role in employee performance. For instance, transformational leadership theory suggest  that effective leaders motivate employees through inspiring employees, encouraging teamwork’s and supporting professional development (Teoh,2022). Transformational leaders are often visible within the workplace and maintain positive relationship with employees which can improve staff  morale and organisational commitment. In contrast, weak leadership and poor supervision many reduce employee engagement and create operational confusion during  busy service periods (Ma, Waqas & Malik,2025). 
Employee motivation is also significant within hospitality management environment because employees directly get influence by customer experience (Shinde,2025). One of the notable motivational theory is Herzberg’s motivation theory (Figure 1) that explains that factors such as recognition, achieving, support and responsibility increase employee satisfaction and  motivation (Nickerson,2025). 
[bookmark: _Toc229505653][bookmark: _Toc229505848]Figure 1 Herzberg’s Two-Factor Theory of Motivation-Hygiene
[image: ]
Source: (Simple Psychlogy,2024)
Similarly, Maslow hierarchy of needs theory (Figure 2) suggests that employees require both financial security and psychological support to achieve higher performance level (McLeod,2025). In the context of hospitality operations, motivated employees are more prone to deliver efficient service, maintain positive customer interactions and contribute to teamwork (Silva & Goncalves,2025). 

[bookmark: _Toc229505654][bookmark: _Toc229505849]Figure 2 Maslow hierarchy of needs theory pyramid structure 
[image: ]
Source: (Adopted from Braveheart Eduction,2023)
Delegation and supervision are equally important management functions within hotel operations. Effective delegation allows employees to work efficiently while ensuring operational tasks are completed correctly (Jainu, Ashton & Lugosi,2025). However, poor supervision and lack of management visibility may reduce accountability and crate service inconsistencies (Hariyani et al,2024). Previous hospitality research such as Alhassan & Atingabono (2024) suggested that management support and leadership behaviour strongly affect employee confidence, operational coordination and workplace moral.
[bookmark: _Toc229505686]2.2. Communication effectiveness in hospitality businesses  
Communication is considered as one of the most important factors that influences operational performance within hospitality organisations (Tankovic, Bilic & Brajkovic,2022). Hotels depends on continuous communication between departments, supervisors, kitchen staff and front line employees to maintain efficient service delivery. Poor communication can result in operational mistakes, delayed  service, reduce teamwork and customer dissatisfaction (Parasnis,2023). 
Internal communication refers to the exchange of information between employees and management within an organisation. Effective communication systems allow staff members to understand operational expectations, customer requirements and service procedures clearly (Kilson & Taveres,2014). Additionally, hospitality researchers Dzamtoska & Hoaque (2023) identified that communication failures during busy operational period often increase workplace stress and reduce service efficiency. 
The Shannon and Weaver communication model explains communication as a process involving  a sender, message, channel, receiver and feedback (Goby,2025). Within hotel operations, communication barriers such as noise, pressure, misunderstanding or unclear instructions may disrupt the commination process and negatively affect service delivery. In Food and Beverage department, poor communication between kitchen staff and  front of the house employees can lead to delayed orders, incorrect services and customer complaints. 
Team communication theory further highlights the importance of teamwork and coordination within service organisations (Marlow,2018). Hospitality operations rely heavily on collaboration between departments mainly during peak service periods and large events. Effective interdepartmental communication improve operational coordination, reduces  mistakes and increases customer satisfaction. In contrast, poor communication between departments many create conflict, confusion and operational inefficiency. 
Previous studies such as Musheke &  Phiri (2021) found that communication quality affect employee morale and customer experience. For instance, employee who feel comfortable to communicate with supervisors are more likely to resolve problems effectively and contribute positively within teams. Therefore, communication effectiveness remains a critical factor in achieving operational success within hotel F&B departments. 
[bookmark: _Toc229505687]2.3. Operational challenges in food and beverage department 
Food and beverage department face several operational challenges due to the fast pace and customer focused nature of hospitality operations (Schmidt,2026). Staff shortages, workload pressure, shift coordination issue and service delays are common operational problems affecting hotel performance and service quality (Schmidt,2026). 
According to European Labour Authority (2024), staff shortages are major challenges with hospitality operations because hotel often experience fluctuation customer demand and high employee turnover. Limited staffing busy periods increase workload pressure on employees and may reduce service efficiency. Employees working under excessive pressure are more likely to make mistake, experience stress and provide lower quality customer service (UK Hospitality,2024). 
Shift coordination is another important operational factor within hotel F&B departments (Rana et al,2026). Effective scheduling and coordination and necessary to maintain smooth workflow between kitchen staff, restaurant services employees and supervisors. Poor shift management may create communication gaps, delays and operational confusion during peak hours (Rana et al,2026).
The SERVQUAL Model (Figure 3) is widely used to evaluate quality within hospitality organisations (Sales & Chris, 2006). The model measures customer expectations and perceptions across areas such as responsiveness, reliability, empathy, assurance, and tangibility. Delayed service, poor responsive and lack of empathy from staff many negatively influence customer satisfaction and hotel reputation (Soon et al,2014).
[bookmark: _Toc229505850]Figure 3 SERVQUAL Model of Service Quality
[image: ]
Source: (Adopted from ToolsHero,2024)
Service Quality Theory also emphasises that operational  efficiency and customer service quality and closely connected (Saghier,2013). Customers within hospitality environments expect fast service, professionalism and positive interactions with employees. Operational challenges that reduce service quality many therefore damage customer loyalty and organisational competitiveness (Saghier,2013). 
[bookmark: _Toc229505688]2.4. Employee performance and service quality 
Employee performance is direct linked to organisational success within the hospitality industry. Hospitality employees represent the main point of contact between hotels and customers making staff efficiency and professionalism essential for achieving customer. Hospitality employees represent the mina point of contact between hotels and customers making staff efficiency and professionalism essential for achieving customer satisfaction (Saghier,2013). 
Training and teamwork are important factors influencing employee performance. Proper training improves employee confidence, communication skills and operational knowledge allowing staff manage customer needs more effectively. Teamwork also improves coordination between employees and departments, reducing operational mistakes and increasing productivity (Shi & Su,2007).
Customer satisfaction is strongly influenced by employee behaviour, communication and service efficiency. Studies such as Sibande & Dassah (2021) suggest motivated and well supported employees are more likely to provide positive customer experiences. In contrast, poor management support communication failures and operational pressure many reduce employee morale and negatively affect customer service delivery (Tankovic et al,2021). 
Operational productivity within hotel F&B departments depends on effective leadership, communication systems, teamwork and staff capability (Depierraz,2025). Therefore, improving employee performance remains essential for maintaining service quality and achieving organisational success within competitive hospitality environment. 
[bookmark: _Toc229505689]2.5. Literature Gap
Existing hospitality literature widely discusses leadership, communication, employee motivation and operational management within service organisations. Many studies examine these factors generally across hospitality businesses and hotel operations. However, limited research specifically focuses on operational communication challenges within hotel food and beverage departments using direct placement-based observation and employee experience. 
In addition, previous studies often rely heavily on theoretical analysis or customer perspectives rather than combining employee questionnaire data with real workplace observations. Therefore, this research aims to address this gap by investigating how management practices, communication effectiveness and operational challenges influence employee performance and workplace efficiency within the food and beverage department at Novotel Cardiff central both questionnaire findings and placement observations. 



[bookmark: _Toc229505690]Chapter 3: Methodology
[bookmark: _Toc229505691]3.1. Research Philosophy and Approach 
This research adopted pragmatism research philosophy combined with mixed-method research. Pragmatism is considered appropriate because the study focuses on understanding real operational problems within a hospitality environment and aims to generate practicable managerial recommendations (Vibha Kaushik & Walsh,2019). The philosophy allows the researcher to use both quantitative and qualitative methods to gain a broader understanding of the research problem (Vibha Kaushik & Walsh,2019). 
A mixed method approach was selected because the research combines questioner data with placement observations. The questionnaire survey provided quantitative data regarding employee opinions and operational experiences, while observations generated qualitative insight into workplace behaviour and operational practices. Combining both methos strengthened the reliability and validity of the research findings by allowing comparison between staff response and real workplace observations. 
[bookmark: _Toc229505692]3.2. Research strategy 
The research used a case study strategy focusing on the Food and Beverage department at Novotel Cardiff centre. A case study approach is appropriate because it allows detailed investigation of management practices, communication effectiveness and operational challenges within a real hospitality environment (Aladag,2020). The case study strategy provided the opportunity to analyse operational behaviour, staff interactions and service challenges directly within the workplaces (Aladag,2020). Since hospitality operations are highly dependent on teamwork, communication, and service quality using a real hotel environment helped generate practical and realistic finding relevant to hospitality industry. 
[bookmark: _Toc229505693]3.3 Data Collection Methods
·  Survey questioners
The primary data collection method used in this research was questionnaire surrey (Appendix A) distributed among employees working within the Food & Beverage department at Novotel Cardiff. The questionnaire was collected over a one-week period during operational shifts. The survey focused on key research areas including management practices, communication effectiveness, operational challenges and employee performance. 
The questionnaire included both Likert scale questions and open-ended questions. The Linkert scale stations allowed participants to express their level of agreement regarding management support, communication quality, operational coordination, workplace pressure and workplace efficiency. Open-ended questions provided employee with opportunities to explain operational challenges and suggest improvements based on their own experiences. 
· Overserving 
Observation was used as supporting qualitative research method during the placement period. Participants observation was conducted naturally while working within the F&B and front office departments. This method allowed direct observation of workplace behaviour, communication patterns, customers service interactions and operational coordination during daily hotel operations. 
The observations focused on several areas including communications between kitchen and service staff, customer service behaviour, management support, teamwork, operational delays, guest complaints and coordination between departments during busy service periods. Overstain also helped identify operational pressure caused by staff shortage and communication gaps during peak operational hours. The use of observation strengthened the research by validating questionnaire findings and providing deeper understanding of real workplace conditions. It also allowed the research to compare employee response with actual operational behaviour within the hotel environment. 
[bookmark: _Toc229505694]3.4. Sampling 
The research used conveniences sampling to collect questionnaire response from employees within the F&B department convenience sampling was selected because participants were easily assessable during placement shift and operation activities. The sample included employees from different operational roles such as waiters, bartenders, kitchen staff, supervisors and team leaders. This helped gather opinions from employees with different responsibilities and experiences withing the department. Approximately 25 employees participated in the questionnaire survey during the one-week period data collection period. 
[bookmark: _Toc229505695]3.5. Data analysis 
The questionnaire data was analysed using simple percentages, tables and charts created through Microsoft Excel. This allowed identification of common patterns and employee opinions regarding communication, management support, operational challenges and service quality. 
The qualitative observation data was analysed using thematic analysis. Key themes identified from observations included communication gaps, service delays, operational pressures, customer service behaviour, teamwork and staff coordination.  Combining both quantitative and qualitative finding improved the overall depth and credibility of the analysis. 
[bookmark: _Toc229505696]3.6. Ethical considerations 
Several ethical considerations were followed during this research. Participation in the questionee surrey was voluntary and all responses remained anonymous. Confidentiality was maintained through the study, and no individual employee names were disclosed in the research. Participants were informed that research was being conducted for academic purpose only. 
[bookmark: _Toc229505697]3.7. Limitations 
This research has several limitations. This study focuses on single hotel case study, which may limit generalisation on finding across the wider hospitality industry. The questioner sample size was relatively small, and data collection was conducted over a short period of time. In addition, participants observations many involve some level of personal bias due to the research direct involvement within the workplace environment. However, combining observation with questioner finding helped improve the reliability of the research. 




[bookmark: _Toc229505698]Chapter 4: Finding and Scenario based discussion
[bookmark: _Toc229505699]4.1. Management Practices 
The results of the questionnaire reveal varied opinions about the management practices in the F&B department at Novotel Cardiff Centre. A notable number of employees voiced their dissatisfaction with the support from leadership and the visibility of management during operations. For instance, 40% of those surveyed  (Figure 1) disagreed and 20% strongly disagreed that supervisors provided support during peak times, whereas only 20% shared favourable views. 
[bookmark: _Toc229505013][bookmark: _Toc229505655][bookmark: _Toc229505851]Figure 4 Supervisors are supportive during busy periods
[image: ]
In a similar vein 60% (Figure 2) of respondents felt that management did not address staff issues equitably, indicating worries about the effectiveness of leadership and the level of support in the workplace.
[bookmark: _Toc229505014][bookmark: _Toc229505656][bookmark: _Toc229505852]Figure 5 Management handles staff issues fairly
[image: ]
The finding also revealed uncertainty regarding management communication and visibility. Around 40% of employees remined neutral regarding whether managers provide clear instructions during service while another 40% disagreed or strongly disagreed (Figure 3). This suggest inconsistency in leadership communication during operational activities. Placement observations supported these findings as communication gaps and unclear instructions where frequently noticed during busy service periods and events. 
[bookmark: _Toc229505015][bookmark: _Toc229505657][bookmark: _Toc229505853]Figure 6 Managers provide clear instructions during service
[image: ]
Employee motivation also appeared inconsistent within the department. While 44% of employee agreed or strongly agreed that the felt motivated by leadership, 40% expressed dissatisfaction with leadership motivation practices (Figure 4). During placement observation, low staff moral and limited management engagement were visible during peak operational periods mainly when employees faced workload pressure and customer complaints. 
[bookmark: _Toc229505016][bookmark: _Toc229505658][bookmark: _Toc229505854]Figure 7 I feel motivated by the leadership in the F&B department
[image: ]
Despite these issues, some positive management practice were observed during the placement period. Staff scheduling and event planning appeared organised during large events, while coordination between chefs and management during events preparation was generally effective. However, leadership visibility during operational pressure  remained inconsistent. 
[bookmark: _Toc229505700]4.2. Communication 
Communication emerged as one of the most significant operational concerns within the F&B department. Questionnaire findings demonstrated that communication problems directly affected service quality and operational efficiency at the hotel. Approximately 75% of respondents (Figure 5) agreed or strongly agreed that miscommunication affects service quality within the department. 
[bookmark: _Toc229505017][bookmark: _Toc229505659][bookmark: _Toc229505855]Figure 8 Miscommunication affects service quality
[image: ]
Communication between kitchen and  service staff also produced mixed responses. While 44% of respondents believed communication was effective, 40% disagreed or strongly disagreed. Similarly, 40% (Figure 6) of employees believed that information such as menu changes and booking was not shared  clearly during operations. 
[bookmark: _Toc229505018][bookmark: _Toc229505660][bookmark: _Toc229505856]Figure 9 Communication between kitchen and service staff is effective.
[image: ]
Placement observations strongly support these findings. For instance, poor coordination between kitchen and front of the house  staff frequently caused delayed food delivery, confusion regarding customers orders and operational  mistakes  during busy breakfast and event services. Customers waiting long period for food and drinks were commonly observed while delays at the bar occasionally resulted in customer dissatisfaction and complaints. 
Communication confidence between employee and supervisors also appeared limited. Around 45% (Figure 7) of respondents disagreed or strongly disagreed that they felt comfortable speaking o supervisors about operational issues. This may indicate limited trust and weak communication culture within the department. 
[bookmark: _Toc229505019][bookmark: _Toc229505661][bookmark: _Toc229505857]Figure 10 I feel comfortable speaking to my supervisor about issues.
[image: ]
This finding suggests that ineffective communication remains a major operational challenge influencing teamwork, customer service quality and workplace efficiency within the Novotel Hotel’s Food and Beverage department. 
[bookmark: _Toc229505701]4.3. Operational challenges 
Operational challenges were widely identified by employees through the questionnaire findings. Staff shortages appeared to be one often most significant problems affecting the department. Around 90% (Figure 8) of the respondents agreed or  strongly agreed that Food and Beverage department regularly experiences staff shortages. 
[bookmark: _Toc229505020][bookmark: _Toc229505662][bookmark: _Toc229505858]Figure 11 The F&B department often experiences staff shortages
[image: ]
Workload pressure  during peak operational hours was  another major issue identified by employees. Approximately 40% of respondents agreed that workload during  busy period was difficult to mange while 40% remained neutral suggesting inconsistent operational experiences among staff members. 
[bookmark: _Toc229505021][bookmark: _Toc229505663][bookmark: _Toc229505859]Figure 12 Workload during peak hours is difficult to manage
[image: ]
Operational delays were also highlighted within the findings. Nearly 45% of respondents agreed (Figure 10) that operational issues regularly caused service delays within the department. Placement observations supported these findings mainly during breakfast operations where  customers frequently waited long periods for individually prepared meals. Delays in bar service and poor coordination between kitchen and service employees also negatively affected customer experience. 
[bookmark: _Toc229505022][bookmark: _Toc229505664][bookmark: _Toc229505860]Figure 13 There are delays in service due to operational issues
[image: ]
Coordination problems between kitchen and front of house operations were also identified. although some employee believed  coordination was smooth, a consider arable proportion expressed dissatisfaction regarding opera Ronal framework. Placement observations revealed communication breakdowns and  workflow disruptions during busy shifts specifically wen staffing level were limited. Overall, the findings indicate that operational pressures, communication gaps and staffing shortages significantly influences employee performance and service quality  within the Food and Beverage department of the Novotel Hotel. 



[bookmark: _Toc229505702]4.4. Scenario-based discussion 
The findings indicate that communication failures, operational pressures and inconsistent management practices significantly affect employee performance and service  quality within the F&B department at the Novotel Hotel of Cardiff Central. One major issues identified was poor communication between management, kitchen staff and front of the house employees. According to Shannon and Weaver Communication model, communication barriers and unclear information transfer many disrupt  operational  process and increase service mistakes. Within the placement environment, poor communication frequently caused delayed food service, confusion regarding customer orders and dissatisfaction among gusts.
If communication problems continue without managerial intervention, operational efficiency and customer satisfaction many decline further. Delay in service delivery and operational mistakes many increase customer complaints, negative online reviews and employee frustration. However, improving  communication systems through regular  staff briefings, clearer  operational instructions and improved teamwork  between departments and many reduce service delays and improve operational coordination. 
The finding also revealed concerns regarding management support and leadership visibility. Transformational leadership theory suggests that supportive and visible leaders improve employee motivation, teamwork and workplace commitment. However, many employee within the questionnaire expressed dissatisfaction regarding management fairness, leadership support and communication with supervisors. Placement observations also showed limited leadership engagement during busy operational periods. 
If leadership weaknesses remain unresolved, employee morale and workplace motivation may continue to decline. Employees experiencing low support and poor supervision may become disengaged from customer service  responsibilities, reducing operational productivity and service quality. In contrast, stronger leadership visibility, staff recognition systems and supporting supervision many improve employee confidence and operational performance. 
Staff shortage and workload pressure were also identified as major operational challenge. Studies conducted by UK Hospitality Industries (2026),  suggests that excessive workload pressure increase  employee stress and operational mistakes while reducing service efficiency. Within the placement environment staff shortage often created operational pressure during breakfast operations and busy events contributing to service delays and communication problem. 
If staffing shortage continue, service quality and customer satisfaction many deteriorate further particularly during peak operational periods. Customers experiencing long waiting times many lose confidence in the hotel’s service standards and choose alternative hospitality providers. However, improving staffing coordination’s, sift planning and operational scheduling may reduce workload pressure and improve  service efficiency. 
The SERVQUAL Model also highlights the importance of responsiveness, empathy and reliability within hospitality service delivery. Placement observations revealed occasions where customers experienced delays without receiving empathetic communication from employees. Such situations many damage customer loyalty and organisational reparation. Therefore, management should focus on communication training, customer service development and operational coordination to improve employee performance and customer satisfaction within the Food and Beverage department. 


[bookmark: _Toc229505703]5. Conclusion and Recommendation
[bookmark: _Toc229505704]5.1. Conclusion 
This study evaluated how management practices, communication effectiveness and operational challenges influence employee performance and workplace efficiency within the Food and Beverage department at Accor’s Novotel Cardiff Central. The research objectives were successfully achieved through questionnaire findings and placement observations conducted during the placement period. 
The findings  revealed that management practices within the department were inconsistent, particularly regarding leadership support, communication  and  employee  motivation. Manny employees expressed dissatisfaction with management  visibility and  fairness  during  busy operational  periods. Around 40% of  respondents  disagreed that  supervisors were  supportive during peak periods  while  60% believed  management did not handle staff issues fairly. Placement observation also showed limited  management engagement during operational pressure, which negatively influenced  employee morale and  workplace  confidence. This finding  support Khan (2021) study that has highlighted  the importance  of leadership support and employee motivation  in  maintaining service quality  and  operational efficiency. 
Communication was identified as one  of the most significant operational problems  within the department. Approximately 75% of employees agreed that miscommunication directly affected service quality. Communication gaps  between kitchen and front of house staff frequently caused delayed orders, customer dissatisfaction and workflow confusion during  breakfast and event service. Furthermore, many employees reported feeling  uncomfortable  discussing operational issues with supervisors indicate weak internal communication culture  within  the  workplace. These findings align  with Shannon  and Weaver Communication  model that explains how communication barriers negatively affect  organisational performance (Owie,2025).
Operational challenges also significantly affected workplace  efficiency and customer service quality. Staff shortages also identified as most common issues with 90% of employees agreeing that the department regularly experiences insufficient staffing  during busy periods. Service  delays workload pressures and  poor coordination between departments  further reduced operational efficiency and customer satisfaction. Placement observations  confirmed that customers often experienced long waiting times for food and beverages  during  peak service hours. Overall, the study concludes that  poor communication, inconsistent management support and  operational staffing  pressures negatively influence employee  performance, teamwork and  customer service quality within food  and  beverage department at Novotel Cardiff  Central. 
[bookmark: _Toc229505705]5.2. Managerial recommendations 
Based on the findings of the study, number of practical and  measurable recommendations are proposed to improve communication, employee  performance and operational efficiency within the Food & Beverage  department at  the Novotel Cardiff Central Hotel. 
Based on the findings of this study, several practical and measurable recommendations are proposed to improve communication, employee performance and operational efficiency within the Food and Beverage department at Novotel Cardiff Central. 
[bookmark: _Toc229505706]5.2.1. Regular staff communication briefings 
Management should introduce  short  communication briefings before every shift, particularly during  breakfast services, events and peak operational periods. These  briefing should last approximately 10-15 minutes  and  include important  operational  information such as  menu changes, bookings updates, staff responsibilities and customer requirements. This recommendation is realistic because it can be implemented without significant financial cost while  improving communication clarity between  supervisors and employees. Similar practices are already used within  international hotel groups  such as  Marriott International, where daily pre-shift meetings are  conducted to discuss operational updates, guest expectations and service priorities before busy service periods (Anderson,2026). Such briefing sessions help employees to remain informed and coordinate during  operations. 
Regular briefing at the Novotel Hotel Cardiff central might therefore reduce operational mistakes, delayed  services and confusion between departments. Management can measure  effectiveness through reduced  customer complaints, fewer service  delays and improve  staff feedback regarding operational coordination. 
[bookmark: _Toc229505707]5.2.2. Cross department coordination meetings 
Regular weekly coordination meeting should be organised between  kitchen staff, restaurant employees and supervisors to improve teamwork and  operational planning. The meetings should focus on discussion of operational problems, customer feedback  and service improvement strategies. 
Placement observation showed that poor coordination between kitchen and front of the house staff often created delays and workflows disruptions during  busy period. Similar cross-department communication practices are used  within hotel operated by Hilton Hotel & Resorts, where operational meetings are conducted between departments to improve service coordination, event preparation and guest  experience management (Harmeyer,2026). These meeting help ensure that employees understand operational expectations  and  work collaboratively during busy service  periods. Therefore, improving communication between departments as Novotel Cardiff central many help reduce service  errors and improve customer satisfaction. Management can evaluate the effectiveness of these  meetings by monitoring service delays, customer feedback and operational efficiency during peak hours. 
[bookmark: _Toc229505708]5.2.3. Customer service training programmes 
Management should provide regular  customer service training sessions for Food & Beverage employees. The training  should  focus on empathy, responsiveness, communication skills and complaint handling techniques. This recommendation is practical because hospitality service quality depends heavily on employee behaviour and  customer nitration. Similar training practices are widely implemented within the Riz-Charlton Hotel Company, where employees  received continuous customer service training focused on guest  satisfaction, personalised service and  problem resolution (Schaefer,2019). Such training programmes help staff develop confidence and  maintain  high service standards with luxury hospitality environments. At the Novotel Hotel Cardiff central, training session could be conducted monthly or quarterly and include  real operational scenarios within  the hotel environment. Improved customer service skills many increase employee confidence, reduce guest dissatisfaction and  strengthen the  hotel reparation for service quality. Training effectiveness can be measured  through customer satisfaction scores, guest feedback and reduced service complaints. 
[bookmark: _Toc229505709]5.2.4. Employee motivation and recognition systems 
The study identified low employee motivation and limited management engagement during operational pressure. Therefore, management should introduce  employee recognition systems such as employee of the month award, performance incentives or application programmes for high-performing staff members. The study identified low employee motivation and limited management engagement during engagement during operational pressure. Therefore, management should introduce employee recognition systems such as employee  of the month awards, performance incentives or appreciation programmes for high performing staff members. Recognition systems are realistic and cost effective methods for improving morale and employee commitment within hospitality  operations. 
Organisations such as Hyatt Hotels corporation, where employee appreciation and reward system are used to recognise staff performance, encourage teamwork and improve workplace motivation (Talent Management Institute,2025). Such initiatives help employee feel  valued and supported within demanding hospitality environments. According to motivation theories discussed within the literature review, recognition positively influence  employee satisfaction and workplace  performance. Management at Novotel Cardiff central can measure improvement through employee feedback, reduce  staff dissatisfaction and improve teamwork. 
[bookmark: _Toc229505710]5.2.4. Staff improvements during peak hours 
Management should improve staffing coordination and scheduling during breakfast operations, weekends and large events to reduce workload pressure and service delays. Staff shortages were identified as sone of the most serious operational challenges affecting workplace efficiency and customer satisfaction. Additional temporary staff  or better shift allocation during peak periods many reduce employee stress and improve service speed. Similar workforce scheduling strategies are used within IHG Hotels  & Resorts where staffing levels are adjusted based on occupancy forecasts, event demand and peak service hours to maintain operational efficiency and customer satisfaction (Boggard,2023). Such flexible staffing approaches help  reduce service delays and improve employee  workload management within hotel operations. This recommendation is practical because operational demand within hospitality busienss often changes depending on  customer value and event activities. Effectiveness can be measured by monitoring  waiting time, operational delays and customer satisfaction levels during busy service periods. 
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Dear Sir/Madam,

To introduce myself, | am Sardar Mohammed Marufur. | am currently conducting a research on with the title “Evaluating the
impact of management practice, communication and operational challenges on employees at Food & Beverage department:
case study of Novotel Cardiff centre". This questioners are part of the study and as employee of the Novotel Hotel your

participation would be highly valuable for the accurate outcome of my research objectives.

All response in this survey are anonymous and will be used only for educational purposes. Data shall be saved in secured
storage and shall be only kept for 12 months and after this date shall be destroyed. No personal information shall be used
and all the questions are generic and do not take any demographic data.

Contribution is voluntary and if you wish not to take part or continue, please let me know and your survey shall be discontinued
and your answers shall be destroyed and shall not be used for this study.
Thak you for taking part to this survey, which is highly appreciated

Thanking you,

‘Sardar Mohammed Marufur
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AAPPENDIX 4: Research with Vulnerable People

s University s INTERIM PG2 / E1 FORM

APPENDIX 5: Research Involving Animals

Will the research involve data processing involving the following data subjects: YES | NO

A4.1 | Children under 16

A4.2 | Adults with leaming disabilities

A4.3 | Adults with other forms of mental incapacity or mental illness

A4.4 | Adults in emergency situations

ojo|o|o|o
M ([ (EE

A45 | Prisoners or young offenders

A4 | Those who could be considered to have a particularly dependent refationship with the

investigator, e.g. members of staff, students 2=
A4.7_| People who have not given their explicit consent to participate in the project ERE]
A48 | People engaged inllegal aclivities o=
A4.9 | Any other people who can be considered vulnerable in the context of this project o=

The use of animals in research is tightly govered and monitored by law and by the Home Office,
specifically under the Animals (Scientfic Procedures) Act 1986 and its accompanying codes of practice
and processes. The Act regulates procedures that are carried out on protected animals for scientific or
educational purposes that may cause pain, suffering, distress or lasting harm. Under the Act, a protected
animal is ‘any living vertebrate, other than man, and any living cephalopod. The University does not hold
a Home Office issued Establishment Licence and therefore researchers must ensure that any proposed
work involving animals is either exempt from the Act o falls outside of its scope. Exempted research, for
‘example involving routine veterinary practice or clinical veterinary research, may still require external
ethical approval from the Royal Society of Veterinary Surgeons. When undertaking collaborative research
involving animals, the UWTSD Research Ethics Commitiee must be assured that the partner insitution(s)
conform to the appropriate regulatory framework or have approval from their local
Research Ethics Committee. Any such work must follow the guidance of the National Centre for the
Replacement, Reduction and Refinement of Animals in Research, known as the 3Rs. In all cases, advise
must be sought from INSPIRE for any proposed research involving animals, either at UWTSD, or by
research collaborators in partnership with UWTSD. This should be at the very early stages of research
design, so that an appropriate due diligence exercise can be undertaken.

Please justify the inclusion of the above people (if applicable), explaining why the research cannot be
conducted on non-vulnerable people.

A4.10

(ihis box should expand as you type)

Please give details of extra steps taken to assure the protection of vulnerable people participating in the
research. You should describe any arrangements to be made for obtaining consent from a legal
representative.

A4l

his box s

d as you type)

Itis the researcher's responsibility to check whether a DBS check (or equivalent) is required and to
obtain one if it s needed. Please confirm:

YES NO

A4.12| DBS Check required?

A4.13 | DBS certificate obtained?

INTERIM PG2 / E1 FORM

APPENDIX 6: Research with Staff or Offenders in Prison Establishments and Probation Services

{'Research wiih staff andlor offenders in prison establishments, the Probation Sevice or within FHis
| Malesty's Prison and Probation Services requires additional approvals

{ A6.1 | Staff in prison establishments
| A6.2 | Offenders in prison establishments
{ A6.3 | The Probation Service

6.4 | His Majesty’s Prison and Probation Services

Will the research involve any work with any of the following animals (ncluding| vz | No
observation in their natural habitat)
A5.1 | Any living vertebrates, other than humans? oo
5.2 | Any lving cephalopods? oo
A5.3 | Has INSPIRE undertaken an initial due diigence exercise? oo {"A6.8 | Due diligence assessment appended to this application”
Please provide a summary of the due diigence exercise, nofing arrangements for compliance with fhe
e (e e e e ap e ol s e phicaon oo necessary regulatory frameworks and legislation. Please append the full due diligence assessment from

Please provide a summary of the due diligence exercise, nofing arrangements for compliance with the

necessary regulatory frameworks and legislation. Please append the full due diligence assessment from
INSPIRE

A55

INSPIRE!

69

Return to the
‘main form

Return to the
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Genetic Resources YES | NO
YES | NO
A8.21 | Genetic material of actual or potential value

A8.22 | Organisms, or parts thereof A8.46 | Full export control assessment required?

'A8.23 | Populations (or organisms)

A8.47 | Full export control assessment completed?

o(ojo|o

A8.24 | Other biotic components of ecosystems

a8 25 | Domesticated or cultivated species in which the evolutionary process has been A8.48 | Full export control assessment appended?

o
o

influenced by humans

Return to the
Will you be exporting military or dual-use technology, now or possibly in the future? | ye | No ‘main form

This information may take many forms, including:

A8.26 | Physical transfer of goods, technologies, material or equipment

A8.27 | Blueprints

£8.28 | Plans

A8.29 | Diagrams

A8.30 | Models

A8.32 | Tables

A8.33 | Engineering designs and specifications

£8.34 | Manuals and instructions

A8.35 | Software

o
o
o
o
o
A8.31 | Formulae o|lo
o
o
o
o
o

A8.36 | Know-how o

Will your project transfer technology using any of the following physical methods? | YES | NO

A8.37 | USB flash drives o
A8.38 | Portable hard drives oo
A8.39 | Laptops oo
A8.40 | Tablets oo
‘A8.41 | Intangible forms by using elecironic media, such as email, phone storage and doud | |
file sharing
A8.42 | Physical exports oo
Will your project involve any of the following? YEs | NO

A8.43 | Oral transfer by phone or videoconferencing or presentations

A8.44 | Travelling overseas for any purpose, while unintendingly carrying any of the above.

A8.45 | Will you be hosting foreign visitors? oo
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