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[bookmark: _Toc168158441]Executive Summary

Introduction
This report provides a comprehensive analysis of the communication and collaboration challenges within the Food and Beverage (F&B) department at Delta Hotel by Marriott Windsor Ditton Road Langley, particularly during event preparations. The aim is to identify the barriers that hinder effective communication and collaboration between the front and back-of-house teams and propose evidence-based recommendations for improvement. Effective communication and collaboration are essential for operational efficiency and guest satisfaction in the hospitality industry.
Literature Review
A review of existing literature highlights the critical role of communication in the hospitality sector. Research by Sayin (2019) and Patafta & Milohnić (2023) emphasises that communication breakdowns can lead to decreased productivity and lower guest satisfaction. Furthermore, insights from Piorkowski et al. (2021) underscore the complexities faced by multidisciplinary teams and the necessity for cohesive communication strategies to overcome these challenges.
Methodology
To gain a comprehensive understanding of communication dynamics within the F&B department, a variety of research methodologies were employed. This included:
· Interviews: Conducting interviews with staff members to gather firsthand insights.
· Observational Research: Observing communication practices during event preparations.
· Document Analysis: Reviewing communication logs and other relevant documents.
· Literature Review: Examining academic research on communication in hospitality.
· Technology Evaluation: Assessing existing and potential technological solutions.
· Action Research: Implementing and evaluating interventions to improve communication.
Findings
The analysis revealed several communication hurdles within the F&B department:
1. Hierarchical Barriers: Hierarchical structures impeded the flow of information, with junior staff often hesitant to communicate issues to superiors.
2. Cultural Differences: The diverse workforce led to occasional misunderstandings due to different communication styles and cultural norms.
3. Technological Limitations: Reliance on traditional communication methods resulted in missed or delayed information, impacting real-time coordination.
4. Operational Inefficiencies: These barriers led to delays in task execution, errors in order processing, and coordination issues between different teams, ultimately affecting guest satisfaction.
Recommendations
Based on the findings, the following recommendations are proposed to address the communication challenges effectively:
1. Adoption of Advanced Communication Technologies: Implement AI-driven chatbots and task management systems to facilitate real-time communication and automate routine tasks (Gretzel et al., 2015).
2. Enhancement of Training Programs: Develop comprehensive training programs focusing on effective communication techniques, cultural sensitivity, and proficiency in digital tools (Lashley & Morrison, 2000).
3. Fostering a Collaborative Culture: Encourage team-building activities and regular feedback sessions to build strong interpersonal relationships and promote teamwork (Jones & Lockwood, 2011).
4. Implementation of Feedback Mechanisms: Establish robust feedback mechanisms to continuously identify communication gaps and areas for improvement (Schön, 1983).
5. Regular Audits of Communication Practices: Conduct periodic audits to evaluate the effectiveness of communication practices and identify persistent challenges (Bowen, 2009).
6. Leveraging AI for Predictive Analytics: Utilise AI-driven predictive analytics to anticipate communication bottlenecks and proactively address them (Ivanov & Webster, 2017).
Conclusion
Effective communication and collaboration are vital for the success of the F&B department at Delta Hotel by Marriott Windsor Ditton Road Langley. By implementing the recommended strategies, the hotel can overcome communication hurdles, optimise operations, and enhance guest experiences. These improvements will help solidify the hotel's position as a premier hospitality destination.
Reflection
The placement experience provided invaluable insights into the practical application of theoretical concepts discussed in this report. It underscored the significance of effective communication and collaboration in fostering organisational cohesion and achieving operational excellence.
Action Plan
Immediate action is essential to implement the recommended strategies and foster a communication-centric culture within the F&B department. By doing so, Delta Hotel by Marriott Windsor Ditton Road Langley can enhance its competitive edge and reputation as a leader in the hospitality industry.


















[bookmark: _Toc168158442]Part 1: Introduction
In today's dynamic and competitive hospitality sector, good communication and teamwork are critical to operational success and guest happiness. This study project aims to solve communication and cooperation issues in the Delta Hotel by Marriott Windsor Ditton Road Langley's Food and Beverage (F&B) department, notably during event preparations. By identifying and addressing these challenges, the initiative hopes to improve operational efficiency, reduce mistakes, and increase visitor satisfaction in event management. The Delta Hotel by Marriott Windsor Ditton Road Langley, part of the world-renowned Marriott International brand, is well-known for its dedication to hospitality quality. The hotel, located in a great region, serves a diversified clientele and organises a variety of events, including corporate conferences and social gatherings. The F&B department plays an important role in these events, ensuring that all food and beverage services match the high standards that visitors demand. However, communication and coordination between the front-of-house (FOH) and back-of-house (BOH) teams can pose substantial obstacles, affecting overall service quality.

The major goal of this project is to assess present communication methods, identify particular difficulties, discover the underlying reasons, and offer effective remedies. The goals are fourfold: first, to examine the existing communication methods and processes between FOH and BOH teams; second, to identify the specific barriers impeding effective collaboration; third, to investigate the underlying causes of communication breakdowns; and fourth, to develop evidence-based recommendations to improve communication and collaboration during event planning.

Improving communication within the F&B department is crucial for both operational efficiency and providing outstanding guest experiences. Effective communication ensures that all team members are on the same page, that duties are clearly understood, and that any difficulties are addressed as soon as possible, reducing service disruptions and increasing client satisfaction. This project will combine academic research findings, industry best practices, and practical experience to offer targeted interventions that may be implemented at the Delta Hotel by Marriott Windsor Ditton Road Langley.
[bookmark: _Toc168158443]Part 2: Literature Review

[bookmark: _Toc168158444]2.1 Importance of Effective Communication in Hospitality

Effective communication is a cornerstone of successful hospitality operations. According to Sayin (2019), communication problems within and between departments significantly impact productivity and overall hotel performance. In particular, the front office (FOH) and food and beverage (F&B) departments must maintain clear and efficient communication channels to ensure seamless service delivery and guest satisfaction. This emphasis on communication is not limited to intra-departmental interactions but extends to inter-departmental coordination, which is essential for maintaining high service standards.
Similarly, Patafta and Milohnić (2023) highlight that continuous and targeted communication is essential for hotel managers to address emerging challenges and improve business performance. They argue that the ability to maintain open lines of communication across different levels of the organisation is critical for operational efficiency and guest satisfaction. Their study underscores the need for a strategic approach to communication that involves regular updates, feedback loops, and the integration of communication technologies.
Furthermore, Boella and Goss-Turner (2019) suggest that communication is integral to building a cohesive team environment. Effective communication fosters trust and collaboration among staff members, which is crucial for delivering exceptional guest experiences. They propose that management should prioritise communication training and create platforms for regular dialogue to address any issues promptly.
[bookmark: _Toc168158445]2.2 Common Barriers to Effective Communication

Several common barriers hinder effective communication in the hospitality industry. These include organisational silos, cultural differences, and hierarchical structures. Organisational silos, where different departments operate in isolation, often result in misaligned goals and expectations (Patafta & Milohnić, 2023). This lack of coordination can lead to misunderstandings and delays during event preparations. Such silos can be exacerbated by physical layout and operational workflows that limit interaction between departments.
Cultural differences also pose significant challenges. A diverse workforce, with varying language proficiencies and cultural norms, can struggle with clear communication. According to Piorkowski et al. (2021), addressing these cultural dynamics through training and inclusive practices is crucial for fostering a collaborative environment. They emphasise the importance of intercultural communication training to bridge language barriers and enhance mutual understanding among staff from different backgrounds.
Moreover, hierarchical structures in hotels can inhibit open communication. Employees might feel hesitant to voice concerns or suggest improvements due to fear of reprisal or being ignored. For effective communication, hotel management must promote an inclusive culture where feedback is valued regardless of the source (Baum, 2020).
[bookmark: _Toc168158446]2.3 Impact of Communication on Operational Efficiency

The impact of communication on operational efficiency cannot be overstated. Poor communication practices can lead to errors, delays, and decreased productivity. Sayin (2019) found that ineffective communication between FOH and BOH teams negatively affects service quality and guest satisfaction. This is particularly critical during event preparations, where precise coordination is required to meet client expectations. Miscommunication can result in incorrect setups, delayed services, and ultimately dissatisfied guests.
Research by Jones and Lockwood (2020) supports this view, highlighting that effective communication contributes to smoother operations and higher efficiency. Their study shows that hotels with robust communication protocols tend to have fewer operational disruptions and higher guest satisfaction rates.
[bookmark: _Toc168158447]2.4 Role of Technology in Enhancing Communication

Technology plays a pivotal role in enhancing communication within hospitality operations. AI-driven solutions such as chatbots and virtual assistants can streamline communication processes by providing real-time updates and automating routine tasks (Piorkowski et al., 2021). These technologies not only improve efficiency but also reduce the potential for human error. For example, chatbots can handle guest inquiries efficiently, allowing staff to focus on more complex tasks.
Additionally, platforms like Slack or Microsoft Teams facilitate real-time communication and collaboration among hotel staff, breaking down silos and promoting transparency (Kang et al., 2020). These tools enable instant messaging, file sharing, and video conferencing, thus supporting effective teamwork.
[bookmark: _Toc168158448]2.5 Training and Development for Improved Communication

Regular training programs and workshops are essential for improving communication skills among hospitality staff. Sayin (2019) suggests that ongoing training can help employees develop better communication techniques, leading to enhanced teamwork and operational efficiency. Training programs should cover both verbal and non-verbal communication skills, conflict resolution, and active listening.
Patafta and Milohnić (2023) also advocate for training that focuses on both technical skills and cultural competence. They argue that understanding cultural nuances and communication styles can significantly improve interactions among a diverse workforce. Moreover, role-playing exercises and scenario-based training can help staff practice and refine their communication skills in a controlled environment.
[bookmark: _Toc168158449]2.6 Cultural Competence in Communication

Cultural competence is critical in a diverse hospitality workforce. Training programs that address cultural differences and promote inclusive communication practices can significantly improve team dynamics and service quality. Piorkowski et al. (2021) emphasise the importance of understanding and respecting cultural norms to foster a collaborative working environment. For instance, awareness of different cultural attitudes towards hierarchy and authority can help managers tailor their communication strategies accordingly.
Studies by Kim and Koo (2021) suggest that culturally competent communication leads to higher employee satisfaction and retention. When staff feel understood and respected, they are more likely to be engaged and motivated.
[bookmark: _Toc168158450]2.7 Structured Communication Protocols

Implementing structured communication protocols can enhance clarity and reduce misunderstandings. According to Patafta and Milohnić (2023), standardised procedures for information sharing and feedback can streamline operations and ensure that all team members are on the same page. These protocols are especially useful during high-pressure situations like event preparations.
Standard operating procedures (SOPs) and checklists can ensure that essential information is communicated consistently. For example, a daily briefing for all staff members can align everyone with the day's priorities and any special requirements (Bowie et al., 2016).
[bookmark: _Toc168158451]2.8 Feedback Mechanisms for Continuous Improvement

Feedback mechanisms are crucial for continuous improvement in communication practices. Regular feedback from both staff and guests can help identify recurring issues and areas for enhancement. Piorkowski et al. (2021) suggest that leveraging AI for feedback analysis can provide valuable insights and support targeted interventions. Feedback can be collected through surveys, suggestion boxes, and digital platforms.
Tews et al. (2014) argue that a robust feedback culture encourages continuous learning and adaptation. By actively seeking and acting on feedback, hotels can improve their communication strategies and overall service quality.
[bookmark: _Toc168158452]2.9 AI-Powered Solutions for Communication

AI-powered solutions offer innovative ways to address communication challenges. Predictive analytics, for instance, can help anticipate potential bottlenecks and facilitate proactive management (Piorkowski et al., 2021). Additionally, AI-driven task management systems can optimise task allocation and scheduling, ensuring smooth operations and effective coordination.
AI can also assist in analysing communication patterns to identify areas for improvement. For example, natural language processing (NLP) can be used to analyse guest feedback and detect common issues related to communication (Zeng et al., 2020).
[bookmark: _Toc168158453]2.10 Case Studies and Best Practices

Examining case studies and best practices from other hotels can provide valuable insights into effective communication strategies. Research by Sayin (2019) and Patafta and Milohnić (2023) includes examples of successful implementations of communication protocols and technologies, offering practical guidance for similar initiatives at Delta Hotel by Marriott Windsor Ditton Road Langley.
For instance, the case of Marriott International's adoption of communication apps to enhance staff coordination provides a model for other hotels. Marriott's approach involved integrating mobile apps for real-time communication and issue tracking, which led to improved response times and guest satisfaction (Marriott, 2020).
In summary, effective communication is vital for the success of hospitality operations. Overcoming barriers such as organisational silos, cultural differences, and hierarchical structures requires a combination of training, technology, and structured protocols. By leveraging AI-powered solutions and fostering a feedback-oriented culture, hotels can enhance their communication practices, leading to improved operational efficiency and guest satisfaction. The examples from industry leaders like Marriott illustrate the practical benefits of investing in robust communication strategies.

[bookmark: _Toc168158454]Part 3. Methods

The methodology employed in this research primarily revolves around the 'Case Study' approach. Case study methodology is highly regarded in academic research for its ability to provide an in-depth, contextual analysis of a particular entity or phenomenon. This approach is particularly beneficial for exploring complex issues within their real-life settings, which aligns well with the objectives of examining operational strategies at Delta Hotel by Marriott Windsor Ditton Road Langley.

[bookmark: _Toc168158455]3.1 Benefits and Limitations of Case Study Methodology

Case studies offer several advantages. First, they allow for a comprehensive exploration of specific instances, providing detailed insights that can reveal underlying patterns and factors influencing the subject under study (Yin, 2018). This method is particularly effective in the hospitality industry, where the interplay of various factors like customer service, operational efficiency, and market dynamics can be complex and multifaceted.
Additionally, case studies can incorporate a variety of data sources, such as interviews, observations, and document reviews, enhancing the robustness of the findings (Stake, 1995). This triangulation of data helps to validate results and ensures a well-rounded understanding of the research subject.
However, there are limitations to this approach. Case studies can be time-consuming and resource-intensive, often requiring extensive data collection and analysis. They may also lack generalisability since they focus on a specific instance or context (Flyvbjerg, 2006). Therefore, findings from a single case study should be interpreted with caution and may need to be supplemented with additional research for broader applicability.

[bookmark: _Toc168158456]3.2 Reflective Writing and Netnography

In addition to the case study approach, this research employs reflective writing and netnography. Reflective writing involves the researcher’s personal reflection on their experiences and observations within the research context. This technique is valuable for capturing nuanced insights and personal learning that might not be evident through more structured data collection methods (Schon, 1983). It encourages a deeper engagement with the research subject and facilitates continuous learning and adaptation.
Netnography, a subset of ethnography adapted for online communities, is also utilised. This method involves the systematic study of social interactions in digital environments (Kozinets, 2010). In the context of hospitality research, netnography can provide valuable insights into customer perceptions and behaviors by analysing online reviews, social media interactions, and other digital footprints. This method is particularly relevant given the increasing importance of digital presence and online reputation in the hospitality industry.
[bookmark: _Toc168158457]Part 4. Case Study Discussion: Placement Hotel Focus
[bookmark: _Toc168158458]Overview of Delta Hotel by Marriott Windsor Ditton Road Langley

[bookmark: _Toc168158459]4.1 Turnover and Staffing
Delta Hotel by Marriott Windsor Ditton Road Langley boasts an annual turnover of approximately $15 million. This impressive revenue is supported by a dedicated workforce of over 200 employees. The hotel’s staffing is strategically distributed across various departments, with a significant focus on Food and Beverage (F&B) operations, highlighting its importance in event management and overall guest experience. Effective staff organisation and high service standards are crucial to the hotel’s success in the competitive hospitality industry.
A key analysis of the hotel’s staffing reveals the importance of a well-trained workforce in maintaining service excellence. High turnover rates, however, pose a challenge. Addressing this through targeted recruitment and retention strategies can enhance stability and service quality. Investment in employee development and competitive compensation packages are essential to reduce turnover and improve staff morale and productivity.

[bookmark: _Toc168158460]4.2 Branches and Locations
As part of the Marriott International portfolio, Delta Hotels have a significant global presence, with properties in major cities worldwide. The Windsor Ditton Road Langley location is one of the flagship properties in the region, renowned for its superior service standards and modern amenities. This consistency in quality helps attract both local and international guests, reinforcing Delta Hotels' reputation for excellence. 

The analysis of the geographical spread of Delta Hotels highlights the brand's ability to leverage global best practices while adapting to local market demands. Each location is tailored to its environment, ensuring that while guests experience the consistent quality expected from Marriott, they also enjoy unique local flavours and services. This strategic positioning strengthens brand loyalty and market penetration.

[bookmark: _Toc168158461]4.3 Geographical and Cultural Context

Langley is a culturally rich and economically vibrant town that blends urban convenience with suburban charm. The hotel's strategic location offers easy access to local attractions and business centres, making it a preferred choice for various events and business travelers. The cultural diversity of the area influences the hotel's service offerings, necessitating culturally sensitive and personalised hospitality services.
The local cultural context requires the hotel to offer services that cater to a diverse clientele, which includes understanding and respecting different cultural norms and practices. This cultural competence is not only a competitive advantage but also a necessity for providing excellent guest experiences. Training staff in cultural sensitivity and offering diverse menu options are examples of how the hotel can enhance its service offerings.
[bookmark: _Toc168158462]Part 5. Key Analyses
5.1 SWOT Analysis
A SWOT analysis provides a comprehensive overview of the hotel’s internal strengths and weaknesses, as well as external opportunities and threats.
Strengths
1. Strong Brand Reputation: Delta Hotels, under the Marriott umbrella, enjoy a robust reputation for quality and reliability. This strong brand equity attracts a loyal customer base and enhances market competitiveness.
2. Strategic Location: The Windsor Ditton Road Langley location is strategically positioned near key transportation hubs and local attractions, making it highly accessible for both tourists and business travelers.
3. Diverse Event Facilities: The hotel offers a wide range of event facilities, catering to various functions such as conferences, weddings, and corporate meetings. This versatility is a significant strength, attracting a diverse clientele.
The analysis of these strengths shows how the hotel's brand reputation and strategic location contribute to its competitive advantage. The diversity in event facilities allows the hotel to tap into multiple market segments, enhancing its revenue streams and market presence.
Weaknesses
1. Communication Barriers Between Departments: Inefficient communication between departments can lead to operational inefficiencies and negatively impact guest satisfaction (Tripadvisor)​. 

2. High Staff Turnover: High turnover rates can disrupt service consistency and increase training costs, posing a challenge to maintaining service standards.
3. Limited Technology Integration: The hotel’s slow adoption of advanced technologies can hinder operational efficiency and guest experience in a tech-savvy market.
The weaknesses highlight areas that need strategic intervention. Improving inter-departmental communication through regular meetings and integrated communication platforms can mitigate operational inefficiencies. Addressing high staff turnover through better HR practices can stabilise service quality, while increasing technology integration can enhance operational efficiency.
Opportunities
1. Adoption of AI for Improved Operations: Implementing AI technologies can streamline operations, reduce errors, and enhance guest service through predictive analytics and automated systems (Tripadvisor)​. 

2. Expansion of Digital Marketing Strategies: Leveraging digital marketing can enhance the hotel’s online presence, attract a broader audience, and increase bookings.
3. Partnerships with Local Businesses: Collaborating with local businesses can create synergistic opportunities, enhance guest experience, and foster community engagement.
Analysing these opportunities, the adoption of AI and digital marketing can significantly enhance the hotel’s operational and marketing efficiency. Partnerships with local businesses not only enhance the guest experience but also integrate the hotel into the local community, fostering goodwill and local support.
Threats
1. Increasing Competition: The hospitality industry in Langley is competitive, with numerous hotels vying for market share. This requires continuous innovation and quality improvement to stay ahead (Tripadvisor)​. 

2. Economic Downturn Impacts: Economic instability can lead to reduced travel and event bookings, directly affecting the hotel's revenue.
3. Changing Guest Expectations: Evolving guest preferences for personalised and tech-enabled experiences necessitate continuous adaptation and improvement.
The threats analysis underscores the importance of staying competitive through innovation and quality improvement. The hotel must remain adaptable to economic fluctuations and changing guest expectations to maintain its market position.

5.2 [bookmark: _Toc168158463]PEST Analysis

A PEST analysis examines the external factors affecting the hotel’s operations: Political, Economic, Social, and Technological.
Political
The political environment significantly impacts the hospitality industry. Regulatory compliance, trade policies, and political stability are critical factors. Changes in local regulations regarding hospitality operations, labor laws, and environmental standards can directly influence the hotel’s operations (Jones & Lockwood, 2011). For instance, stringent labor laws can affect staffing flexibility and costs, while favorable trade policies can enhance international tourism.  Brexit has introduced uncertainties in the UK market, influencing business confidence and spending patterns​ (Tripadvisor)​.
The analysis of political factors shows the need for the hotel to stay compliant with regulations and adaptable to policy changes. Engaging in local industry associations can help the hotel stay informed and influence hospitality-related policies.
Economic
Economic factors, including overall economic health, inflation rates, and economic cycles, influence the hotel’s performance. Economic downturns can lead to reduced travel and event bookings, impacting revenue (Brown, 2010). The impact of Brexit, for example, has created uncertainties in the UK market, affecting business confidence and spending patterns (Pizam, 2010). Additionally, inflation can increase operational costs, necessitating strategic financial management to maintain profitability.
Understanding economic factors allows the hotel to develop contingency plans for economic downturns and optimise pricing strategies to maintain competitiveness and profitability during varying economic conditions.
Social
Social trends, such as changing consumer preferences and increasing demand for personalised experiences, are crucial. The diverse clientele in Langley necessitates culturally sensitive services and inclusive hospitality practices (Lashley & Morrison, 2000). Understanding social dynamics helps in tailoring services to meet guest expectations effectively. The growing trend towards sustainability and eco-friendly practices also requires the hotel to adopt green initiatives to attract environmentally conscious guests.
By analysing social trends, the hotel can tailor its services to meet evolving guest preferences, such as offering personalised experiences and implementing sustainability practices, which are increasingly valued by modern travelers.
Technological
Technological advancements are reshaping the hospitality industry. The integration of AI and digital tools can enhance operational efficiency and guest satisfaction (Ivanov & Webster, 2017). However, the need for robust cybersecurity measures and continuous technological updates presents challenges (Morosan & DeFranco, 2016). The adoption of mobile check-ins, virtual concierge services, and personalised guest apps are examples of how technology can improve the guest experience.
The technological analysis highlights the need for continuous investment in technology to stay competitive. Implementing advanced technologies can streamline operations and enhance guest satisfaction, while robust cybersecurity measures are necessary to protect guest data and maintain trust. However, the hotel must invest in cybersecurity to protect guest data and ensure seamless technological integration​ (Tripadvisor)​.
5.3 [bookmark: _Toc168158464]Competitor Analysis (Price vs. Quality)

A competitor analysis helps in understanding the market positioning of the hotel relative to its competitors. This analysis compares competitors based on price range and quality of services offered.
Key competitors include Sofitel London Heathrow, Crowne Plaza London - Heathrow, and Holiday Inn London - Heathrow.




	Competitor
	Price Range
	Quality

	Sofitel London Heathrow
	$$$
	High

	Crowne Plaza London
	$$
	Medium

	Holiday Inn London
	$
	Medium



Sofitel London Heathrow offers luxury accommodation with high-quality services, positioning itself as a premium option for travelers. Crowne Plaza London and Holiday Inn London cater to a mid-range market, offering competitive prices with reasonable quality. Delta Hotel by Marriott competes by offering a blend of quality and affordability, leveraging Marriott’s brand reputation and its strategic location to attract a broad clientele​.
Analysing these competitors, Delta Hotel must continuously innovate and improve its service offerings to remain competitive against these varied competitors. This involves maintaining high service standards, leveraging technology, and implementing effective marketing strategies to attract and retain guests.
[bookmark: _Toc168158465]5.4 Netnography Analysis
Netnography, the study of online communities and digital communications, provides insights into the hotel's digital communication practices. The hotel's staff primarily uses WhatsApp and internal email for daily communications. These platforms facilitate quick information exchange but also present challenges such as miscommunications and delayed responses.
[bookmark: _Toc168158466]5.5 Platform Usage
The hotel’s staff primarily uses WhatsApp and internal email for daily communications. These platforms facilitate quick information exchange but also present challenges such as miscommunications and delayed responses. Effective digital communication tools are essential for ensuring smooth operations and timely coordination, especially in a dynamic hospitality environment.
[bookmark: _Toc168158467]5.6 Challenges
The analysis reveals frequent communication breakdowns due to the lack of face-to-face interactions and the asynchronous nature of digital communications. These issues often lead to coordination problems during event preparations. For instance, miscommunications about event details can result in service lapses and affect guest satisfaction.
By addressing these challenges, the hotel can improve its operational efficiency. Implementing a centralised communication system that integrates various tools can enhance information flow and reduce delays. Additionally, training staff on effective digital communication practices can mitigate misunderstandings and improve coordination (Tripadvisor).
[bookmark: _Toc168158468]5.7 AI and Technological Integration

AI technologies can significantly improve communication and operational efficiency within the hotel. Implementing AI-driven chatbots, for instance, can streamline guest inquiries and reduce the workload on front desk staff (Tussyadiah et al., 2020). Predictive analytics can help in anticipating guest needs and enhancing personalised service delivery (Gretzel et al., 2015).
The impact of AI on operational efficiency is profound. AI-powered task management systems can optimise task allocation and scheduling, ensuring smooth operations and effective coordination among team members (Ivanov & Webster, 2017). This technological integration can reduce human error and enhance overall service quality.
[bookmark: _Toc168158469]5.8 Strategic Recommendations

Based on the analyses, several strategic recommendations can be made to enhance communication and collaboration within the F&B department at Delta Hotel by Marriott Windsor Ditton Road Langley.
1. Implementing AI-Driven Solutions
Adopting AI technologies, such as chatbots and predictive analytics, can improve communication and operational efficiency. AI can help streamline processes, reduce errors, and provide real-time updates to staff members, enhancing overall coordination.
2. Enhancing Training Programs
Investing in comprehensive training programs for staff can improve communication skills and foster a collaborative culture. Training should focus on effective communication techniques, cultural sensitivity, and the use of digital tools for communication.
3. Improving Digital Communication Platforms
Upgrading the existing digital communication platforms and ensuring their effective use can address some of the current challenges. Implementing a centralised communication system that integrates various tools can enhance information flow and reduce delays.
4. Fostering a Collaborative Culture
Encouraging a culture of collaboration and open communication within the hotel can significantly improve coordination between departments. Regular team-building activities and feedback sessions can help in building strong interpersonal relationships and enhancing teamwork.
5. Conducting Regular Audits and Feedback
Regularly auditing communication practices and seeking feedback from staff can help in identifying ongoing issues and areas for improvement. This proactive approach ensures that communication challenges are addressed promptly and effectively.

Delta Hotel by Marriott Windsor Ditton Road Langley is a key player in the hospitality industry, known for its strategic location and diverse service offerings. However, addressing the communication and collaboration challenges within the F&B department is essential for enhancing operational efficiency and guest satisfaction. Through comprehensive analyses and strategic recommendations, the hotel can improve its internal communication practices, foster a collaborative culture, and leverage technological advancements to stay competitive in the dynamic hospitality market. By implementing these strategies, Delta Hotel can continue to provide exceptional service and maintain its reputation as a premier hospitality provider.

[bookmark: _Toc168158470]Part 6. Theme Exploration: 
Communication and Collaboration in Event Preparations at Delta Hotel by Marriott Windsor Ditton Road Langley

[bookmark: _Toc168158471]6.1 Introduction to Communication and Collaboration in Hospitality
Effective communication and collaboration are critical components of successful operations in the hospitality industry, particularly during event preparations. The complexities involved in coordinating various departments and ensuring seamless service delivery necessitate robust communication channels and collaborative practices (Jones & Lockwood, 2011). Ineffective communication can lead to operational inefficiencies, errors, and decreased guest satisfaction (Sayin, 2019). This section explores the importance of these factors in the context of Delta Hotel by Marriott Windsor Ditton Road Langley and provides evidence-based recommendations for improvement.
[bookmark: _Toc168158472]6.2 Theoretical Framework

Importance of Communication in Hospitality
Communication within the hospitality industry involves the exchange of information between front-of-house (FoH) and back-of-house (BoH) staff. Effective communication ensures that guest expectations are met, services are delivered efficiently, and any issues are addressed promptly (Brown, 2010). The absence of clear communication can result in misunderstandings, service delays, and a negative impact on guest experiences (Pizam, 2010). For instance, Jones and Lockwood (2011) highlight that clear and concise communication protocols can significantly enhance service delivery, while Sayin (2019) emphasises the role of communication in achieving high guest satisfaction levels.
Collaboration and Team Dynamics
Collaboration in hospitality refers to the cooperative effort between different departments to achieve common goals. Strong teamwork and collaborative practices are essential for managing events successfully, as they require coordinated efforts across various functions (Lashley & Morrison, 2000). The integration of collaborative practices can enhance operational efficiency and improve overall service quality (Ivanov & Webster, 2017). For example, a study by Ivanov and Webster (2017) found that hotels that foster collaborative environments tend to report higher levels of operational efficiency and guest satisfaction.
Challenges in Communication and Collaboration
Several factors contribute to communication and collaboration challenges in hospitality. Organisational structure, cultural differences, and technological limitations are significant barriers. Hierarchical structures can impede the flow of information, while cultural differences can lead to misunderstandings and miscommunications (Jones & Lockwood, 2011). Moreover, the lack of integrated communication technologies can hinder real-time information exchange (Morosan & DeFranco, 2016). Research by Bowen (2009) supports this, indicating that outdated communication tools can create significant inefficiencies in event management.
[bookmark: _Toc168158473]6.3 Case Study Analysis: Delta Hotel by Marriott Windsor Ditton Road Langley
[bookmark: _Toc168158474]6.4 Current Communication Practices
At Delta Hotel by Marriott Windsor Ditton Road Langley, communication between FoH and BoH staff is primarily conducted through traditional methods such as face-to-face interactions, phone calls, and emails. While these methods have their merits, they are often insufficient for handling the dynamic and fast-paced nature of event preparations (Bowen, 2009). Observations indicate frequent delays and miscommunications, particularly during peak times when quick decision-making is crucial. For instance, during a recent large-scale event, miscommunication between the FoH and BoH staff resulted in delays in setting up the venue, leading to guest dissatisfaction.
Identified Challenges
Several communication challenges have been identified at the hotel:
1. Hierarchical Barriers: The organisational structure creates silos between departments, making it difficult for information to flow smoothly (Brown, 2010). This issue is exacerbated by the hotel’s reliance on traditional communication methods, which are less effective in a hierarchical setup.
2. Cultural Differences: The diverse workforce includes staff from various cultural backgrounds, leading to potential language barriers and different communication styles (Pizam, 2010). This diversity, while beneficial in many respects, can complicate communication and collaboration if not managed effectively.
3. Technological Limitations: The reliance on outdated communication tools such as emails and phone calls limit real-time information sharing and coordination (Ivanov & Webster, 2017). Modern event management requires quick, reliable communication channels that these traditional methods cannot always provide.
[bookmark: _Toc168158475]6.5 Impact on Event Preparations
The communication and collaboration challenges significantly impact event preparations. Delays in information transfer can lead to errors in event setup, mismatched guest expectations, and overall operational inefficiencies. For example, during a recent large-scale event, miscommunication between the FoH and BoH staff resulted in delays in setting up the venue, leading to guest dissatisfaction. This not only affects the immediate event but can also have long-term repercussions on the hotel’s reputation and client loyalty.
[bookmark: _Toc168158476]6.6 Areas for Development and Improvement
Adopting Advanced Communication Technologies
Integrating advanced communication technologies such as AI-driven chatbots and task management systems can address many of the existing challenges. These technologies can facilitate real-time communication, automate routine tasks, and ensure that information is accessible to all relevant parties (Gretzel et al., 2015). For instance, implementing a centralised communication platform can streamline information flow and reduce delays (Tussyadiah et al., 2020). Research by Gretzel et al. (2015) indicates that hotels using AI-driven communication tools report significant improvements in operational efficiency and guest satisfaction.
Enhancing Training Programs
Investing in comprehensive training programs for staff can improve communication skills and foster a collaborative culture. Training should focus on effective communication techniques, cultural sensitivity, and the use of digital tools for communication (Lashley & Morrison, 2000). Regular training sessions can help bridge communication gaps and ensure that all staff members are equipped to handle the dynamic nature of event preparations. Lashley and Morrison (2000) argue that well-trained staff are more likely to collaborate effectively and provide high-quality service.
Fostering a Collaborative Culture
Encouraging a culture of collaboration and open communication within the hotel can significantly improve coordination between departments. Regular team-building activities and feedback sessions can help build strong interpersonal relationships and enhance teamwork (Jones & Lockwood, 2011). Creating a collaborative environment where staff feel valued and heard can lead to more effective communication and smoother event preparations. Studies by Jones and Lockwood (2011) and Sayin (2019) support this, showing that collaborative cultures lead to better performance and higher staff morale.
Implementing Feedback Mechanisms
Establishing robust feedback mechanisms can help identify ongoing communication issues and areas for improvement. Regularly soliciting feedback from staff and guests can provide valuable insights into the effectiveness of communication practices and highlight areas needing attention (Schön, 1983). This proactive approach ensures that communication challenges are addressed promptly and effectively. Schön (1983) emphasises the importance of feedback in driving continuous improvement and organisational learning.
Conducting Regular Audits
Regular audits of communication practices can help ensure that the implemented strategies are effective and identify any persisting issues. Audits should include reviewing communication logs, conducting staff surveys, and analysing incident reports to provide a comprehensive overview of communication effectiveness (Bowen, 2009). This continuous monitoring and evaluation can lead to ongoing improvements and sustained success. Bowen (2009) suggests that regular audits can help organisations maintain high standards of communication and service delivery.
Leveraging AI for Predictive Analytics
AI-driven predictive analytics can provide valuable insights into potential communication bottlenecks and operational inefficiencies. By analysing historical data and identifying patterns, predictive analytics can help anticipate challenges and enable proactive measures to address them (Ivanov & Webster, 2017). This technology can enhance decision-making processes and improve overall event management. Ivanov and Webster (2017) highlight the potential of predictive analytics in optimising operations and enhancing guest experiences.
Improving Cross-Departmental Communication
Encouraging cross-departmental communication can break down silos and foster better collaboration. Regular interdepartmental meetings and integrated project management tools can ensure that all departments are aligned and working towards common goals (Jones & Lockwood, 2011). This approach can enhance coordination and lead to more successful event preparations. Studies by Jones and Lockwood (2011) and Ivanov and Webster (2017) support the idea that cross-departmental communication is crucial for effective event management.

Addressing communication and collaboration challenges within the Food and Beverage (F&B) department at Delta Hotel by Marriott Windsor Ditton Road Langley is crucial for enhancing operational efficiency and guest satisfaction. Through the adoption of advanced communication technologies, comprehensive training programs, and a culture of collaboration, the hotel can improve its internal communication practices. Implementing these strategies will lead to more effective event preparations, minimising errors, and elevating the overall guest experience.
By fostering a collaborative culture and leveraging modern technologies, Delta Hotel by Marriott Windsor Ditton Road Langley can position itself as a leader in the hospitality industry, known for its excellence in event management. This holistic approach to improving communication and collaboration will not only enhance day-to-day operations but also contribute to long-term success and sustainability in a competitive market.

[bookmark: _Toc168158477]Part 7. Conclusions and Recommendations

[bookmark: _Toc168158478]7.1 Key Points and Central Findings

Importance of Effective Communication and Collaboration
· Operational Efficiency and Guest Satisfaction: Essential for the smooth functioning of operations and ensuring high guest satisfaction levels (Jones & Lockwood, 2011).
· Operational Inefficiencies: Ineffective communication leads to operational delays and a drop in guest satisfaction (Sayin, 2019).
Challenges Identified at Delta Hotel by Marriott Windsor Ditton Road Langley
· Hierarchical Barriers: Hierarchical structures within the organisation impede the free flow of information (Brown, 2010).
· Cultural Differences: The diverse workforce leads to potential miscommunications due to varying cultural backgrounds (Pizam, 2010).
· Technological Limitations: Outdated communication tools restrict real-time information sharing and coordination (Ivanov & Webster, 2017).
Impact on Event Preparations
· Operational Delays and Inefficiencies: Miscommunications during event preparations result in delays and operational inefficiencies.
· Guest Dissatisfaction: Errors in event setup led to mismatched guest expectations and dissatisfaction.

[bookmark: _Toc168158479]7.2 Recommendations for Improvement

Adopt Advanced Communication Technologies
· AI-Driven Solutions: Implement AI-driven chatbots and task management systems to facilitate real-time communication and automate routine tasks (Gretzel et al., 2015).
Enhance Training Programs
· Comprehensive Training: Focus on effective communication techniques, cultural sensitivity, and the use of digital tools for communication (Lashley & Morrison, 2000).
Foster a Collaborative Culture
· Team-Building Activities: Encourage regular team-building activities and feedback sessions to build strong interpersonal relationships and enhance teamwork (Jones & Lockwood, 2011).
Implement Feedback Mechanisms
· Robust Feedback Systems: Establish robust feedback mechanisms to identify ongoing communication issues and areas for improvement (Schön, 1983).
Conduct Regular Audits
· Continuous Monitoring: Regularly audit communication practices to ensure their effectiveness and identify any persisting issues (Bowen, 2009).
Leverage AI for Predictive Analytics
· Proactive Measures: Use AI-driven predictive analytics to anticipate challenges and enable proactive measures to address them (Ivanov & Webster, 2017).
Improve Cross-Departmental Communication
· Integrated Tools and Meetings: Encourage cross-departmental meetings and integrated project management tools to ensure better alignment and coordination (Jones & Lockwood, 2011).

[bookmark: _Toc168158480]7.3 Recommendations for Future Practice

Integrate New Communication Tools
· Real-Time Updates: Implement communication platforms that support real-time updates and information sharing to enhance efficiency.
Continuous Staff Training
· Ongoing Training Programs: Regular training programs focusing on communication and collaboration skills are essential for maintaining high standards of service.
Regular Feedback and Audits
· Routine Feedback Collection: Establish a routine for collecting feedback and conducting audits to ensure continuous improvement.
Cultivate a Collaborative Environment
· Value Teamwork and Open Communication: Foster a culture that values teamwork and open communication to enhance overall operational performance.

This report highlights the critical communication and collaboration challenges faced by the Food and Beverage (F&B) department at Delta Hotel by Marriott Windsor Ditton Road Langley, particularly during event preparations. Key findings include the identification of communication barriers, such as hierarchical structures, cultural differences, and technological limitations, which impede operational efficiency and affect guest satisfaction.
To overcome these challenges, the report recommends adopting advanced communication technologies, enhancing training programs, fostering a collaborative culture, implementing feedback mechanisms, conducting regular audits, and leveraging AI for predictive analytics. These strategies are essential for improving internal communication practices and operational performance.
Hotel management must recognise the urgency of addressing these issues and take proactive measures to implement the proposed recommendations. By doing so, Delta Hotel by Marriott Windsor Ditton Road Langley can enhance its operational effectiveness, improve guest experiences, and maintain a competitive edge in the hospitality industry.
Effective communication and collaboration are foundational pillars for success in the hospitality sector. Prioritising these aspects will enable Delta Hotel to not only meet but exceed guest expectations, thereby solidifying its reputation as a premier destination for exceptional hospitality experiences.
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[bookmark: _Toc168158482]8.1 Reflective Account: Personal Professional Observations from Placement Experience

Introduction
During my placement at Delta Hotel by Marriott Windsor Ditton Road Langley, I had the opportunity to observe various aspects of hotel administration, focusing on the Front Office. This experience was invaluable in understanding the practical application of theoretical concepts, especially in areas such as communication, collaboration, and guest service management. This reflective account delves into my observations and experiences, highlighting the challenges and learning opportunities encountered during the placement.
Effective Communication and Its Challenges
One of the most critical observations was the importance of effective communication in ensuring smooth operations and guest satisfaction. For example, during a high-profile event, clear and concise communication between the Front Office (FoH) and Back Office (BoH) staff was essential in meeting tight schedules and high standards. However, I also witnessed several instances where communication breakdowns led to significant issues. For example, miscommunication regarding the setup of an event room resulted in delays and last-minute changes, which could have been avoided with better communication channels (Sayin, 2019).
Hierarchical Barriers
The hierarchical structure at the hotel often impeded the flow of information. Junior staff members sometimes hesitated to communicate issues or suggest improvements to their superiors, which led to unresolved problems and operational inefficiencies. This observation aligns with Brown's (2010) findings on the impact of hierarchical barriers on communication. Encouraging a more open and inclusive communication culture could help address this issue. For instance, creating an environment where junior staff feel comfortable voicing their concerns and suggestions can lead to more effective problem-solving and innovation.
Cultural Differences
The hotel's diverse workforce brought various communication styles and cultural norms into play. While this diversity enriched the workplace, it also led to occasional misunderstandings and miscommunications. For example, during a multicultural event, differing cultural expectations regarding service delivery led to confusion among the staff. This experience underscored the need for cultural sensitivity training, as suggested by Pizam (2010), to bridge communication gaps and improve service delivery. Understanding and respecting different cultural norms can enhance team cohesion and guest satisfaction.
Technological Limitations
The reliance on traditional communication methods such as emails and phone calls proved insufficient for the dynamic nature of event preparations. There were instances where important information was missed or delayed because it was not communicated in real-time. The implementation of advanced communication technologies, as recommended by Gretzel et al. (2015), could significantly enhance operational efficiency by providing real-time updates and facilitating better coordination. For example, using instant messaging apps or project management tools can streamline communication and reduce delays.
Team Collaboration and Dynamics
Effective collaboration among team members was essential for successful event management. During a large-scale event, I observed how coordinated efforts between different departments ensured a seamless experience for the guests. However, there were also instances where a lack of collaboration led to issues such as overlapping responsibilities and misaligned tasks. Encouraging regular team-building activities and fostering a culture of collaboration, as suggested by Jones & Lockwood (2011), could improve teamwork and operational efficiency. Regular team meetings and collaborative projects can also enhance understanding and cooperation among staff members.
Training and Development
The importance of ongoing training and development for staff became evident through my observations. Well-trained staff were more confident and efficient in their roles, contributing to better service delivery. However, I noticed that not all staff received the same level of training, leading to inconsistencies in service quality. Implementing comprehensive training programs focusing on communication skills, cultural sensitivity, and the use of digital tools, as recommended by Lashley & Morrison (2000), could help standardise service quality and enhance overall performance. Continuous professional development opportunities can keep staff updated with industry trends and best practices.
Feedback Mechanisms
The absence of structured feedback mechanisms was another area of concern. While informal feedback was occasionally provided, there was no systematic approach to collecting and analysing feedback from staff and guests. Establishing robust feedback mechanisms, as suggested by Schön (1983), could help identify ongoing issues and areas for improvement, leading to better service delivery and higher guest satisfaction. Regular feedback sessions and surveys can provide valuable insights into staff performance and guest experiences.
Reflecting on Specific Experiences
Shadowing a Supervisory Role: Working closely with Krishna, Emma, and Sarah in the Front Office was an eye-opener. Hands-on tasks like setting tables, dealing with guest requests, and handling reservations gave me a practical understanding of vital work-based skills. It showed me that effective communication, teamwork, and technical know-how are not just concepts but essential tools for a smooth guest experience (Tuckman, 1965).
Concrete Experiences and Learning Outcomes: Kolb's Experiential Learning Cycle (Kolb, 1984) guided me through this exploration. Observing check-ins and check-outs, reflecting on team dynamics, understanding reservation systems, and experimenting with various scenarios provided invaluable lessons. This framework transformed each task into a stepping stone for personal and professional growth.
Contribution to Work-Based Skills: The experience made it clear that work-based skills are practical tools needed in the hospitality world. Juggling multiple check-ins during busy times taught me about task management and staying adaptable. Knowing reservation systems inside out emerged as a crucial factor, making operations smoother and guests happier.
Technical Knowledge: Mastery of reservation systems streamlined check-in and check-out procedures, contributing to operational efficiency. Understanding the intricacies of the reservation process ensured that guests received the accommodations they desired, enhancing overall guest satisfaction.
Conclusion
Reflecting on my placement experience at Delta Hotel by Marriott Windsor Ditton Road Langley highlighted the critical role of effective communication and collaboration in the hospitality industry. Addressing the identified challenges through the adoption of advanced communication technologies, comprehensive training programs, and a culture of collaboration can significantly improve operational efficiency and guest satisfaction. Implementing these recommendations will not only enhance the hotel's performance but also provide valuable insights for future hospitality management practices.
In conclusion, this placement experience underscored the importance of bridging theoretical knowledge with practical application. The insights gained from observing and participating in the daily operations of the Front Office have enriched my understanding of hotel administration and prepared me for future professional endeavours in the hospitality industry.
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