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The Food and Beverage (F&B) department at Morgan's Hotel is the focus of this research project, which conducts an in-depth analysis of the relationship between supervisory communication and service recovery techniques and the level of satisfaction experienced by guests. The project makes use of the placement hotel as the primary case study and focuses on operational experiences that were observed during placement. These experiences include failures in communication, challenges in supervisory leadership and service recovery practices during busy service periods such as afternoon tea events.
The level of happiness of customers and the quality of services provided are extremely important to the hotel business. Supervisors, front-of-house employees, and kitchen staff need to communicate well with each other in order to achieve the goals of maintaining operational efficiency and delivering exceptional experiences for visitors. On the other side, communication failures and poor supervision tactics may have a detrimental effect on employee performance, staff morale, and customer satisfaction.. More particularly, the research investigates how difficulties in communication within the food and beverage department impacted both the operational performance and the experiences of the guests.
In this project , important hospitality theories and models are applied, one of which is the SERVQUAL model that was established by A,Parasuraman,Zeithaml,V.A and Berry LL(1988). With the purpose of analysing the operational procedures that are utilised inside the hotel, leadership theories, and service recovery principles. Through the utilisation of placement observations, reflective operational experiences, informal conversations with staff members, and secondary academic research, a qualitative case study technique was chosen to be utilised.
There were a number of operational strengths and problems within the department that were revealed by the research. Collaboration between the kitchen and restaurant personnel, adaptability in responding to demands from customers, and a dedication to ensuring complete pleasure for patrons were among the positive results. On the other hand, some of the shortcomings were inconsistencies in communication between supervisors and staff, inadequate pre-shift briefing processes, delays in responding to requests for dietary adjustments, and poor supervisory behaviour during stressful situations.
The debate analyses the managerial consequences from the point of view of a potential future Food and Beverage manager through the use of a scenario-based approach. Failures in communication may result in decreased levels of satisfaction among guests, poor online reviews, operational inefficiency, and discontent among employees, according to the findings of the project, which indicates that adjustments should be implemented. The implementation of dietary request procedures, the improvement of staff communication systems, the introduction of organised service recovery training, and the provision of leadership development programs for supervisors are all recommendations.
In general, the findings of this research indicate that efficient supervisory communication and professional service recovery procedures are crucial for preserving service quality and achieving best practices in the hospitality business.
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 Morgans Hotel is a boutique hotel which is located in the city centre of Swansea, Wales. Morgans Hotel (2025) provides hotel rooms and food and beverage services, and also has meeting and event venues and guest services for both business and leisure travellers. It combines its historic design with current hotel services, and also provides various conveniences. The hotel is a year-round popular location for tourists, corporate guests and event participants alike with its restaurant, bar and event facilities. The hotel is a well known name in the hospitality sector of Swansea.The hotel is situated in a highly competitive hospitality environment, where the guest expectations are focused on professionalism, quality service and the whole consumer experience (Visit Wales, 2025). 
Hospitality is one of the key service sectors in the world. Its performance is highly dependent on the satisfaction of its customers, effectiveness of its operations and the quality of the services it delivers. The Food and Beverage (F&B) departments are one of the key components of hotel operations since they have direct impact on the visitor experiences and hotel revenues. In the case of hotel restaurants and event services, strong communication and professional monitoring are important in order to maintain high service standards and guarantee that customers are satisfied. 
Hotel residents and guests from outside the hotel can enjoy the hotel’s hospitality services, including accommodation, restaurant services, Afternoon Tea events and other hospitality related activities. Placement experience included an observation of operational activities within the food and beverage department during busy service times. These included restaurant operations and events with afternoon tea. 
The aim of this study is to explore the effect of supervisory communication and service recovery procedures on the amount of enjoyment obtained by guests in the department. A number of operational difficulties were detected during the placement. These included communication issues between the supervisors and the kitchen staff, slow responses to requests for special diets, and varying responses to guest complaints. There was one major occurrence where a guest requested a vegan meal for the afternoon tea. The supervisor and the cook could not properly communicate the request to each other, and this was causing misunderstanding and delays in the service supplied. The experience highlighted the need of good communication techniques and professional management in the hospitality business. 
Effective communication is a critical part of hospitality management as the running of a hotel relies on many different departments and people working together. According to research done by Davis,B (2012), communication breakdown is one of the most common causes of operational inefficiency and service failure in the food and beverage business. The most effective managers are those who can give people clear guidance, provide support and ensure that information passes accurately between the front-of-house and kitchen teams. 
Service recovery is another important phrase in hospitality management. Service recovery is the procedures that are employed to resolve customer problems and to restore visitor satisfaction following service failures (Tax and Brown, 1998). Michel, Bowen, and Johnston (2009) discovered that hotels that adopt professional service recovery procedures have the ability to enhance customer loyalty and to decrease the negative effects that service failures have on the hotel’s reputation. 
The purpose of this project is to determine managerial methods that can enhance operational performance in the Food and Beverage department of Morgan’s Hotel and to conduct an extensive analysis of the effect that supervisory communication and service recovery practices have on the level of pleasure experienced by guests when they visit the establishment.
A few of the goals of the research are as follows:
1. To investigate the significance of communication within the operations of the food and beverage industry.
2. to investigate the ways in which service recovery techniques affect the level of satisfaction experienced by guests.
3. in order to assess the supervisory leadership and operational communication that is present within the hotel that is being placed.
4. In order to discover operational difficulties that are hurting both the quality of service and the performance of employees.
5. to make recommendations for managerial improvements that are in line with the best practices in the hotel industry.
The viewpoint of a potential future Food and Beverage manager is taken into consideration in this project. Therefore, the findings and recommendations are intended to not only examine the operational practices that are now in place, but also to identify realistic managerial initiatives that have the potential to increase communication, teamwork, service quality, and customer happiness inside the hotel.
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One of the most essential components of effective hospitality management is communication, which is widely recognised as that component. When it comes to providing consistent service quality, hospitality firms are significantly reliant on cooperation and coordination. This is because personnel from different departments are required to collaborate with one another. According to Cousins (2022), difficulties in communication between staff working in restaurants and kitchen teams are among the most common reasons for delays, complaints from customers, and operational inefficiencies within food and beverage departments.
Communication is everywhere around us, from the moment we wake up and switch on the radio, read the newspaper, pass the advertising boards on the way to work and hear the train announcements. Communication during our working day helps us finish our tasks carefully and ultimately makes us and the firm more professional. Excellent communication abilities are highly important  in business. The absence of excellent communication skills of leaders is often the core cause of productivity related challenges.(Hall,S 2022)
The ability to communicate effectively makes a direct contribution to the happiness of customers since it guarantees that requests from guests are fulfilled in an accurate and efficient manner. The management of dietary preferences, such as vegan, vegetarian, or allergy-related requests, is a particularly crucial area in which communication is particularly important in hotel restaurants. According to Jones, Hillier, and Comfort (2016), hotels are required to ensure that their personnel is well-informed about the many options and procedures that are available in order to meet the growing demand for plant-based menus.
Hospitality operations are also significantly impacted by leadership, which is another important issue. In the food and beverage departments, supervisors are accountable for organising employees, helping staff members during times of high demand, and ensuring that service standards are maintained. According to Robbins and Judge  (2019), transformational leadership stimulates teamwork and boosts employee engagement by building supportive working environments. This is accomplished through the creation of supportive surroundings. Alternatively, poor supervisory behaviour may have the effect of lowering employee confidence and increasing stress levels in the workplace.
It is common for situations in the hospitality industry to be stressful and fast-paced, particularly during times of high customer demand. According to research conducted by Yukl (2013), good leadership is necessary for preserving employee morale and service quality even while dealing with high levels of pressure. The resolution of operational issues and the improvement of communication between departments are both areas in which supportive supervisors assist employees.
In the field of hospitality management, one of the most important concepts is service quality. It is the SERVQUAL model that was established by Berry, Parasuraman and Zeithaml (1988) that is considered to be one of the most extensively used methods for measuring service quality.According to the paradigm, there are five different aspects of service quality:
-reliability 
-responsiveness
-assurance 
-empathy
-tangibles
It is especially crucial for personnel working in food and beverage operations to demonstrate empathy and responsiveness since customers anticipate that they will respond to their requests and concerns in a prompt and professional manner. Your failure to achieve these expectations may have a detrimental impact on the satisfaction of your customers as well as the reputation of your hotel.
Service failure occurs when the customer’s expectation is not met. In the hospitality business, some of the most commonly encountered examples are delays in food service, wrong orders, poor communication and challenges with worker attitude. As Tax and Brown (1998) observe, service recovery is crucial because customers judge hospitality businesses not just on the mistakes they make but also on how well they resolve those mistakes. 
Strategies for effective service recovery are: 
- instant apologies 
-clear communication. 
-alternatives
 -appropriate compensation 
-fast issue solving 
Michel, Bowen, and Johnston (2009) have shown that skilled service recovery can reduce customer dissatisfaction and enhance customer loyalty. However, poor treatment of complaints can lead to a flood of negative internet reviews, which can harm the hotel’s reputation. 
The morale of the personnel is another important element that influences hospitality operations. Robbins and Judge (2019) research suggests that research has demonstrated that supportive communication and positive leadership can contribute to the enhancement of employee engagement and productivity. Employees who feel respected and supported are more likely to provide outstanding customer service to the company's customers. 
Furthermore, the literature highlights the growing importance of client expectations in the context of premium hospitality venues. Guests are increasingly expecting hospitality personnel to provide them with customised care, timely responses and professional interactions. If these expectations are not realised, it may result in unsatisfied consumers and a decline in competitiveness in the hospitality company. 
There has been a lot of research on leadership and service quality, but often there are gaps between hospitality theory and practice. A lot of hotels understand the importance of communication and the enjoyment of their clients, but they have difficulty in applying consistent operational processes during periods of high customer demand. This gap between theory and practice is particularly relevant as the foundation of this research project in the context of the hotel where the placement is taking place.
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This project adopted a qualitative case study approach. The Food and Beverage department of Morgan's Hotel was the main object of study. A case study approach was suitable since it allowed an in-depth assessment of operational methods within a real-life hospitality context. 
The main research method used was observation of the workplace during the placement. Some of the things that were noticed throughout the operations of the restaurant and the afternoon tea were communication between staff members, interactions with customers, supervisory conduct and service recovery methods. Furthermore, reflective operational experiences were used to explore the communication challenges and service quality problems that were observed during placement. 
One of the most important parts of the procedure was the use of secondary research. A review of academic journals, hospitality textbooks and industry reports was undertaken to identify theories and best practices relating to communication, leadership, customer happiness and service recovery. 
The results were further supported through informal interviews with staff members, which provided an understanding of the issues they face in their roles and their experiences in times of increased demand for their services. 
What are the advantages of the methodology? Firstly, the direct placement experience gave a realistic picture of the operating methods that were being used in the hotel. Secondly, the combination of academic study and observations enabled me to compare theoretical concepts with practical practices in the hospitality service. 
And there were limits. Since the research was conducted in one department of one hotel, the results may not be generalised to all hospitality enterprises. Additionally, rather than formal interviews or surveys, observations were based on experiential learning from placements. 
Ethical considerations were of prime relevance throughout the whole undertaking. Confidential information pertaining to the operations of the hotel and its workers was treated with care. The examination focused on the analysis of operations rather than the criticism of specific persons on an individual basis.
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The placement was in the Food and Beverage Department of Morgan’s Hotel and throughout the placement a number of noteworthy discoveries were discovered. 
One of the important findings was the importance of communication between front of the house personnel, supervisors, and kitchen staff. Effective communication was a beneficial addition to the efficiency of service and the teamwork. There were also some problems with the operations because there was no communication. 
A good example was a customer asking for a vegan menu for afternoon tea whilst in service. Because of the supervisor's initial failure to explain the request to the kitchen crew, there were delays and misunderstanding that occurred. This situation pointed to the operational risks of poor coordination between departments and the flaws in the communication protocols. 
Supervisory leadership was also cited in the findings. Supervisor sometimes felt stretched during periods of high volume of service, while also managing the expectations of the personnel and the guests. Although there were certain supervisory acts that were professional and organised, there were occasions of poor communication and minimal staff support in difficult situations. 
Additionally, the placement suggested that pre-shift briefings were inconsistent with each other. Some providers provided clear communication about bookings, staffing and guest requirements, but others did not give thorough planning. Research by Cousins et al. (2022) suggests that successful briefings can enhance the management of operations and reduce disruptions in communication during the process.
Depending on the circumstances, several service recovery strategies were implemented. There were instances in which concerns from guests were addressed in a professional manner by means of apologies and prompt responses. However, there were instances in which delayed communication led to greater levels of customer unhappiness.
There were a number of strengths that were discovered in spite of these challenges. Generally speaking, there was a great sense of teamwork between the kitchen crew and the personnel of the restaurant, particularly during times of high demand. During times of high demand, members of the staff frequently provided support to one another in order to maintain service continuity.

[bookmark: _Toc229616372]Scenario-based discussion 

The findings illustrate a number of significant operational hazards and possibilities, which must be taken into consideration from the point of view of a future Food and Beverage management.
There is a possibility that the hotel will see decreased levels of visitor satisfaction, an increase in the number of complaints, and unfavourable online reviews if communication difficulties continue within the department. There is a growing expectation among guests that they will receive individualised and inclusive hospitality experiences, which makes dietary demands an especially significant consideration. If the hotel is unable to adequately manage these requests, it may suffer damage to its reputation and experience a decrease in client loyalty.
Ineffective communication between supervisors and employees can also have a detrimental impact on staff morale. If an employee is subjected to negative communication or does not receive assistance, it is possible that they will become less motivated and less confident while engaging with customers. A higher personnel turnover rate and a decrease in service quality could result from this.
It is possible that a number of favourable outcomes could be accomplished through the implementation of operational enhancements. The implementation of organised communication systems between supervisors and kitchen staff would result in increased productivity and a reduction in the amount of time that service is delayed. This might be accomplished by pre-shift briefings, which would ensure that all personnel are aware of reservations, dietary restrictions, and operational priorities before the start of service.
Training for supervisors in leadership could also boost morale among employees and the ability to work together. According to research conducted by Bass and Riggio (2006), supportive leadership has been shown to boost staff engagement and improve customer satisfaction.
Providing personnel with training in service recovery would help them respond more professionally to complaints from customers, which would further improve operational performance. It is crucial to have an efficient complaint management system since clients frequently evaluate hospitality businesses based on the manner in which problems are managed rather than the mistakes themselves.
It is possible that the hotel's competitive position within the luxury hospitality industry could be strengthened through the use of leadership and communication methods that are improved from a strategic standpoint. Repeat business, enhanced reputation, and stronger online reviews are all outcomes that can be attributed to positive experiences provided to guests.
[bookmark: _Toc229616373]Conclusion
Within the Food and Beverage department at Morgan's Hotel, this research project conducted an in-depth analysis of the impact that supervisory communication and service recovery techniques had on the level of satisfaction experienced by guests from the department.
The results of the study indicated that communication plays an important part in the operations of the hospitality industry. This is due to the fact that hotel service is strongly dependent on coordination between employees and departments. Failures in communication that were noticed during placement led to operational inefficiencies and had a detrimental impact on the experiences of guests, particularly with regard to requests for dietary accommodations and delays in service.
The research also brought to light the significance of supervision leadership that is both effective and efficient. Collaboration among team members, staff morale, and overall customer satisfaction are all positively impacted by professional leadership and communication that is supportive. Disappointing managerial behaviour, on the other hand, has the potential to undermine employee confidence and negatively impact operational performance.
The practices of service recovery were discovered as another significant aspect that influences the level of satisfaction experienced by guests. The provision of professional solutions to complaints and errors in operations is absolutely necessary in order to preserve the loyalty of hotel guests and safeguard the hotel's reputation.
In general, the findings of the research indicated that enhancing the department's communication systems, supervisory leadership, and service recovery processes would result in a considerable improvement in the department's operational performance.
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In the event that I were to assume the position of Food and Beverage manager at Morgan's Hotel in the future, they would implement a number of managerial improvements. 
At first, official pre-shift briefings would be necessary before every single service. Topics considered during briefings would include food requirements, bookings, staffing duties and operational priorities. 
A second modification would be the development of a formal communication mechanism for dietary requirements. All precise requests must be immediately noted and confirmed by both the front-of-house staff and the kitchen staff to avoid any misunderstandings. 
Third, supervisors would be trained in leadership and communication with a focus on professional conduct, employee assistance and management of conflicts .
 Leadership that is supportive increases both the quality of service and the teamwork that occurs within hospitality workplaces.
In the fourth place, all of the staff members would be required to undergo training in service recovery. The staff would receive training to respond to concerns in a professional manner by issuing apologies, demonstrating empathy, and developing solutions for quickly resolving issues.
Fifth, increasing the amount of coordination that exists between the kitchen workers, and the restaurant personnel would be encouraged through the use of collaborative communication technology and regular meetings.
In conclusion, the customer feedback mechanisms would be improved in order to monitor the level of satisfaction experienced by guests and to identify ongoing operational problems. The use of online evaluations and feedback forms for guests could be of use to managers in evaluating the quality of service and implementing constant changes.
These recommendations are based on reality, can be measured, and are in line with the optimal practices of the hospitality business. It is possible that the hotel's operational effectiveness, employee morale, and overall happiness with the hotel's guests would all improve if these techniques were implemented.
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