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Abstract
The exploration of stock control and staff communication at the food and beverage operations of two established hotel companies, including IBIS Budget and Novotel, suggests that effective stock control saves money, manages waste, and ensures the availability of products in a competitive industry, like hospitality. The literature review suggests that both hotels employ various inventory management systems and ordering procedures to organise food and beverage operations. Additionally, it examines the role of communication between kitchen, procurement, and front-of-house employees to prevent stock shortages and overstocking. Fleet communication systems can enhance operational flow, limit errors, and deliver more effective guest service. The literature review identifies some challenges concerning record-keeping practices (not consistent), accessing supplies in a timely fashion (requisitioning late), and communication errors when exchanging shifts. The results provide some contrast between operations because IBIS Budget mostly used manual style controls, while Novotel often utilised more advanced digital inventory and ordering controls. The literature review concludes by recommending that IBIS Budget and Novotel develop and improve their focus on training staff, identify digital integration opportunities, and conduct frequent communication audits to improve operational performance and service effectiveness. The aim of this study is to investigate how poor stock control, and a lack of communication impact the food service operations in a hotel setting. The objectives of this study were to identify the ways the shortage of stock during peak services impacts the guest experiences and employee performance. The process of evaluating internal communication strategies and how they influence teamwork under pressure, and to provide recommendations for the operational improvements for stock management and communication systems. This study utilises a qualitative case study design to investigate stock control and staff communication across the two brands that comprise the food and beverage operations of IBIS Budget and Novotel as both part of the AccorHotels group. The research builds on secondary data sources and performs thematic analysis to recognise variances in the operational and communication processes across the different types of economy hotels (IBIS Budget) and midscale hotels (Novotel). Peer-reviewed, science-based literature was utilised from multiple databases (Emerald Insight, ScienceDirect, JSTOR) and informed thematic analysis of quantitative data as well as netnography and staff/guest communications from social media platforms (TripAdvisor and Glassdoor), currently using each brand's F&B divisions. Focused sampling selection guided the use of eight relevant articles. During the thematic analysis process using a six-stage process, exploration of familiarisation, description, reasoning, and intentions revealed common patterns and themes, extracting information from documentative and real-time situational sources. These facts further revealed logistical, interpersonal and operational challenges to effectively managing hotel F&B departments' stock control and internal communication with teams to inform improvements in stock control. Stock shortages and inefficient internal communication are among the biggest operational issues that hospitality organisations deal with daily basis, typically during busy peak service times. The study shows that sales control systems in restaurants, such as the use of point of sales tracking, inventory counts, and staff control systems, improved financial performance, increased profits, and decreased revenue loss.
Keywords: Stock control, Staff communication, hospitality industry, food and beverage operations, secondary qualitative.
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Chapter # 1: Introduction
1.1 Research Background
In the hospitality industry, effective stock control and communications between staff are crucial for the effective operation of food and beverage services (Annisa, Suwandojo and Hikmawati, 2023). These operational aspects have a direct impact on the internal functioning of the service, as well as the investor experience. Furthermore, in highly competitive environments such as hotels where guest satisfaction is everything to either uphold guest allegiance or threats of not earning repeat business, and hence brand reputation and income/profit are on the line, it seems necessary to have exterior and invisible processes of stock control and internal communications properly managed and secured (Roncally, Susila and Wulandari, 2024). This research project will seek to gain an understanding of how declined stock control and poor internal communication influence the day-to-day workings of food service in hotels. The research project will focus on two internationally recognised hotel chains, IBIS Budget and Novotel.
IBIS Budget and Novotel belong to Accor Group, a worldwide hospitality company with multiple brands across various market segments (dos Santos Nobre, 2023). IBIS Budget generally serves budget travellers, supplying simple yet effective services; meanwhile, Novotel is in the mid-scale market, servicing both business and leisure customers, with more facilities and services. While the target customer bases differ and the levels of service are different, both hotels have relied on a lot of simplicity in operations to ensure brand/consumer satisfaction in their F&B departments (Akhtar and Eniodunmo, 2021). This case study draws from operational experiences at the two different hotels (placement experience) to investigate how stock control and communication practices directly impact the F&B service environment (Vinod, 2022). 
The main construct of the research focuses on operational efficiency within the F&B departments, particularly in stock control and communication amongst staff (Geminarqi and Purnomo, 2023). Though largely related, poor communication can lead to inaccurate stock tracking, and poor stock control can increase the strain on staff, especially during busy service periods (De Arco, 2024). The case study is centred around direct operational issues observed in placement and reflects a pragmatic view of the issues experienced by frontline employees and supervisors (Giousmpasoglou and Marinakou, 2024).
[bookmark: _Toc198635990]1.2 Research Aim
The purpose of this study is to explore how insufficient stock control and communication can affect a food service operation in a hotel environment. This is especially pertinent in hospitality because, in a fast-paced environment, variable guest numbers, eclectic menus, a fast service timeframe and coordinated work necessitate timely access to stock.
[bookmark: _Toc198635991]1.3 Research Objectives
To guide the investigation, the following objectives have been formulated:
1. "To identify how stock shortages during peak service affect guest experience and employee performance. 
2. To evaluate internal communication strategies and how they influence teamwork under pressure. 
3. To recommend operational improvements for stock management and communication systems." 
According to Residata et al. (2023), the selecting of IBIS Budget and Novotel as case studies allows a comparison across service models and organisational structures in the same hotel group. This comparison does allow a deeper understanding of how operational success or failure morphs in accordance with brand position and expectations of guests (Atef and Eissa, 2021). Through the analysis of stock holding features and communications in these settings, a more ground-level understanding of the fact that operational misfunctioning can escalate to more significant service elements of performance could be achieved (Mubiru and Naturinda, 2023).


[bookmark: _Toc198635992]Chapter # 2: Literature Review
[bookmark: _Toc198635993]2.1 Introduction
Effective stock control and internal communication systems are crucial to the overall success of hotel Food and Beverage operations (Annisa, Suwandojo and Hikmawati, 2023). The hospitality industry is service-oriented, and any disruption to the internal flow of operations gets denoted by stock shortages or poor communication and can disturb both guest experience and employee effectiveness (Avula and Sithole, 2024). This literature review critically reviewed scholarly and industry literature regarding stock control and employee communication to help put this study in both a theoretical and practical perspective while identifying research gaps. 
[bookmark: _Toc198635994]2.2 Impact of Stock Shortages During Peak Service on Guest Experience and Employee Performance
Stock shortages in Food & Beverage operations are consistently cited in the literature as among the most disruptive issues impacting service during peak periods (Chowdhury et al., 2022) as per stated by Bisui, Uniyal and Sharma (2022) A systematic review of papers on guest satisfaction practices in food & beverage service department and its impact on customer satisfaction and retention. In reports from the industry, Özbek, Özcan and Çalışkan (2021) stated that stockouts create, at best, a failure to offer menu items or, at worst, a situation of disappointment for guests, followed by potentially negative social media and review ratings about their experience (Tabenska, 2022). Whilst inventory management systems and processes have improved visibility and traceability of stock, the primary reasons for stock shortages remain inaccuracy in forecasting and a lack of real-time visibility (Putra, Khasanah and Anwar, 2025). The operational execution is disrupted across the entire back of house and front of house, as front of house staff now need to manage guest expectations. Guest demand and inventory readiness misalignment adds some cognitive load to employees and risks service errors. Employee performance can also be influenced by stockouts in complex ways (Jean, 2024). 
[bookmark: _Toc198635995]2.3 Internal Communication Strategies and Their Role in Teamwork Under Pressure
Efficient internal communications, particularly in the fast-paced environment and high-pressure context of hotel F&B operations, is a significant factor in defining high-performing hospitality teams (Elshaer et al. 2025). Communication structures guide the coordination of tasks but also influence how teams’ bond, how teams feel about each other, and how effectively they respond in a crisis (Celikler and Kern, 2022). On the other hand, Al-Husseini, Wray and Kochenderfer (2024) claim that one clear trend in the literature is that hierarchical communication is too often interrupted or fails completely in a rapid-fire environment like service, leading to bottlenecks in decision-making for employees. 
Conversely, Jerab and Mabrouk (2023) claim that decentralised or team-based communication clearly supports an increasingly quicker flow of information, particular with great flexibility. This is important in F&B times, where promptness can make or break an experience for guests. As stated by Ometov et al. (2021), the potential value of different techniques communication boards, hand-held devices, and team briefings that organise and disseminate essential information to improve the effectiveness of service staff has been recognised. These systems serve as an 'information support' tool, focusing energy on the task of serving the guest, rather than focusing energy or resources on disseminating important information that service staff need to make executive decisions about guest care (Siu, Chan and Im, 2022). Where a culture exists that encourages communication and is rewarded, teams tend to show greater resilience under pressure. Zara, Nordin and Isha (2023) argue that poor communication climates, however, can create duplication of job tasks, limited effective communication and conflict between team members. 
[bookmark: _Toc198635996]2.4 Interrelation Between Stock Control and Communication Systems
According to Helo and Hao (2022), control and communication are typically seen as two entirely separate areas of operation; however, they are actually immensely interconnected. Seun et al. (2023) highlighted that the overall communication quality improves inventory accuracy by ensuring immediate changes are made, and cross-departmental enforceability, and deficiencies are addressed quickly based on real-time information (Geminarqi and Purnomo, 2023). Literature by Surya et al. (2025) stated that operations management also suggests there is a benefit by combining systems for managing stock with systems for communication like POS (Point of Sale) data, and automated alerts when stock levels change, and when conspirators know stock levels are openly communicated to each department accountability will improve and contingency planning will improve as well (Goh et al., 2022). 
[bookmark: _Toc198635997]2.5 Operational Improvements: Towards Integrated Stock and Communication Systems
The simultaneous stock shortages and breakdowns in communication have prompted researchers and practitioners to suggest integrated operational enhancements (Ivanov and Dolgui, 2022). As an example, lean management programmes espouse the elimination of waste or 'lean thinking' time waste by substitutions for processes or activities that do not serve the objectives (time wasted through breakdowns in communication or poorly managed/stocked supplies). Similarly, Panigrahi (2023) emphasises that Total Quality Management (TQM) approaches leverage the continuous feed model of 'getting feedback' of 'giving ownership and empowerment' to staff with the aim to achieve operational desired outcomes (Shaheen et al., 2021). 
While most of these applications develop enablement of real-time views of stock and enable instantaneous communication to be both visible and realised, these approaches present an opportunity for operational change; their successful deployment will rely heavily on employee engagement, training, and willingness to change (Paul, 2024). Research by Narvel (2022) shows that resistance to regulative systems is often due to poor change management, pulling stakeholders into the process to deal with stakeholder reluctance to change the project on negotiation, and poor knowledge sharing. In relation to human capital, Arifin, Ansori, and Safrizal (2023) broadening competencies in familiarising staff for communication and other stock-related soft attribute tasks could help resolve duplicity in roles or uncertainty, and possibly improve the operational function's flexibility (Bisui, Uniyal and Sharma, 2022). 
[bookmark: _Toc198635998]2.6 Literature Gap
This gap demonstrates that more interdisciplinary research is needed to go beyond supply chain management to incorporate hospitality human resource theories. There are very few researched examples of communication to explain how strategies are adjusted when there are peak periods, emergencies, or when something out of the ordinary happens (Erimife, Fagbule and Omoyebagbe, 2025). Most available research does not adhere to the same overall framework to examine stock and communications systems collectively, despite knowing the interdependence between stock and communications systems. There is a need for models that incorporate both tangible and intangible elements of F&B operations, including the behavioural aspects of inventory and the socio-cultural impacts on how teams communicate (Mkansi and Nsakanda, 2021). The integrated approach to F&B operations is essential to strategically develop authentic operational approaches that are both technically sound and people-focused (Searle, 2023). Despite this, it was also found that there was little literature discussing such post-implementation analysis of initiatives focused on stock, inventory, and communications systems. The literature lacks meaningful data on carefully evaluating the longer-term outcomes, return on investment, or how improvements achieved with relatively low-cost and low-effort systems translate in different hotel contexts, such as luxury versus budget, urban versus rural and chain versus independent factors (Kasavan et al., 2022).


[bookmark: _Toc198635999]Chapter # 3: Methods
This research utilises a qualitative case study approach to study stock control and staff communication in the Food and Beverage operations of two selected hotel chains, IBIS Budget and Novotel. A qualitative methodology is appropriate for this study as it can help obtain an understanding of complex and interrelated operational and interpersonal processes which cannot be captured, ultimately providing a nuanced understanding of staff and restaurant operations, the hotel experience, and logistical complexities of operational (Tracy, 2024). The aim of this case study is to use secondary data sources with thematic analysis to identify patterns or "themes" and identify insights for inventory management and internal communication practices in F&B departments in hotels.
[bookmark: _Toc198636000]3.1 Case Study Approach
The case study method is noted for its ability to provide rich, context-driven understanding of real-world phenomena. In this research, the case study is employed as a researcher-developed framework for examining operational and communication practices at IBIS Budget and Novotel, both of which are part of the AccorHotels group of hotels (Fernandes, 2021). We selected these hotel brands because they have substantially different business models, such as economy vs. midscale, which provides interesting comparative information about how stock control and communication processes may differ between levels of hotels. The case study method is beneficial because it integrates different types of data, including documents, qualitative data and data available online, which allows the research and understanding to be richer (Khoa, Hung, and Hejsalem-Brahmi, 2023). Case studies also provide a way to examine "how" or "why" questions in contemporary settings in which the researcher has little or no control over the study cases or events. 
[bookmark: _Toc198636001]3.2 Secondary Qualitative Research
This study uses a secondary qualitative research design to investigate literature rather than collect original data. Secondary data is a cost-effective and time-efficient way to gather quality, peer-reviewed literature (Graham et al., 2021). The main data sources used in this study include Emerald Insights, ScienceDirect, and JSTOR, which are recognised as relevant academic databases in the area of hospitality and business studies (Cao, Shi, and Bai, 2022). The sample consists of eight peer-reviewed journal articles that focused on various elements such as stock management, internal communication and operational performance of hotel and hospitality sectors. Articles were selected using purposive sampling based on relevance to the research topic (Nyimbili and Nyimbili, 2024). The selection criteria included peer-reviewed articles that have been published in the last ten years and related to hotel operations, with stock management and communication they were included.
[bookmark: _Toc198636002]3.3 Netnography as a Supplementary Method
Besides conventional secondary research, we also utilised netnography, which is a qualitative research methodology found to be similar to ethnography, but in applied online settings (Nascimento, Suarez and Campos, 2022). Netnography involves observing and interpreting conversations, reviews, and commentary presented on business hotel websites, forums for tourism and hospitality, and industry blogs (Gewinner, 2023). Netnography is particularly beneficial in the context of pure hospitality, since it can reflect the point of view of frontline staff, also termed as operational staff, as well as guests; we have collective historical experiences to develop this information qualitatively, which could demonstrate operational and communication challenges occurring in real-time (Girija, Sharma and Kaushal, 2023). The netnographic method is used in this research, and captured information from online platforms such as TripAdvisor and Glassdoor, where employees and guests are able to provide direct comments. 
[bookmark: _Toc198636003]3.4 Data Analysis: Thematic Analysis
All qualitative data retrieved from the selected journal articles and netnographic content were analysed using thematic analysis, an approach which is both a transferable method of analysing qualitative datasets in a repeatable manner, as well as identifying, recognising and interpreting patterns and meanings within qualitative datasets (Dineva, 2023). Thematic analysis has six stages: 
1) Familiarisation with data. 
2) Generation of initial codes. 
3) Searching for themes. 
4) Reviewing themes. 
5) Defining and naming themes; and 
6) Producing a final report. 
Thematic analysis provides a way to synthesise raw qualitative data from different sources in a systematic but flexible way, while covering the most important aspects of stock control and communication with staff employees (Grover and Ashraf, 2024).


[bookmark: _Toc198636004]Chapter # 4: Findings and Discussion
[bookmark: _Toc198636005]4.1 Introduction
The focus of this chapter is to explain the connection of the different articles with the research objectives and to explain it with the peer-reviewed articles. The data were collected from 8 peer-reviewed articles.
[bookmark: _Toc198636006]4.2 Findings from Summary Table
The findings of Haryanto and Maianto (2024) show that communication, motivation, and teamwork enhance employee performance in business settings. Communication allowed for clearer expectations about tasks and reduced misunderstandings, and improved coordination between team members. Communication also established group norms for task completion and collaboration among employees. Teamwork provided support through interactions with supportive co-workers who helped with problem-solving and knowledge transfer. The research provided evidence that effective teamwork alleviated the burden on individual employees while improving the level of commitment and boosting employee morale when engaging in innovative processes. The intersection of these three factors developed a positive organisational climate, which improved performance at the individual level and efficiency at the organisational level. Analysis of the collected data showed that communication and teamwork directly affected performance positively, whereas motivation acted as a mediating variable. The takeaway message for leadership from this research is to focus on communication, motivation, and teamwork to promote total employee output. 
White (2021) highlighted that the qualitative study reported that soft skills are critical to career success in hospitality and are often prioritised by recruiters over technical skills. The interview data from industry professionals, regardless of the focus of their work, indicated that attributes characteristic of many soft skills, including interpersonal attributes, were preferred. Recruiters said that while technical skills, recruitment training in hospitality jobs, can be provided in the work environment, equipping an employee with soft skills is more difficult, and recruiters regarded soft skills as critical to guest satisfaction, as well as organisational culture. Communication was considered the biggest skill priority, as employees are required to communicate with diverse guests and diplomatic skills are needed to resolve any conflicts that arise. Teamwork was also seen as one of the skill priorities, due to the interdependent nature and fast-paced environment of hospitality. Adaptability to change and stress management were critical skills in that employees need to respond to guest requirements that are unpredictable and in wild hospitality service environments, employees feel high pressure to perform. 
According to the study by Ceynowa et al. (2024), this research aims to examine the effect of the DYLLI app on digitalisation and sustainability outcomes in the hotel, restaurant, and catering (HORECA) sector. These features contributed to reduced waste, improved visibility into demand and forecasting ability, and enhanced control over the costs involved in the purchase process. From a sustainability lens, DYLLI offered users the ability to select suppliers with better environmental practices, prior to them choosing an environmentally friendly supplier. The app allowed users to programme delivery times for suppliers to avoid unnecessary deliveries, which contributes to reducing carbon emissions, but also allowed them to fulfil the green objectives they had promoted with the supplier. Stakeholder interviews supported the finding that the DYLLI app simplified and standardised the process of complying with sustainability regulations in HORECA and helped to establish collaborative relationships across the supply chain, which is vital for rallying key stakeholders into developing new approaches for sustainability. 
Zamri et al. (2021) in their study highlight that this research established a feedback conversation that significantly influences employee performance within the Malaysian telecommunication firm. The results indicated that structured and effective feedback contributes to employees' awareness of performance expectations, increases motivation, and can identify professional development needs. Employees who receive feedback on their performance and development tended to exhibit greater engagement and demonstrated their intended goals through task completion. The study illustrated how two-way communication in feedback sessions is important when employees are able to share their concerns and, in turn, provide feedback to supervisors, which strengthens trust and commitment. Additionally, the feedback was more useful when the delivery of feedback was timely, specific, and focused on behaviours rather than traits. The study also recognised the possible negative impact that poor feedback and mixed messages could have on the employee, which could demotivate staff and lead to misunderstandings. Managers who received feedback on their feedback processes yielded greater improvements in team performance.
According to Vasilakakis and Sdrali (2023), this research outlined the main criteria Greek hotel food and beverage management consider when choosing a supplier. Quality of items was a consistent number one consideration, followed by reliability, price, and food safety compliance. Furthermore, respondents stated delivery times, supply consistency, and the ability to be flexible during peak tourist seasons, where other factors are considered. Having suppliers use ethical or environmentally sustainable practices was also important to participants but was ranked less emphasised than the criteria considered. Most of the study participants (managers) established long-term relationships with their suppliers, based on mutual trust, as most hotel managers preferred to utilise vendors with, they were comfortable and had established relationships. Also, it should be noted that the use of technology, such as digital ordering systems, streamlined procurement processes and made supplier management more efficient. 
Bale and Emmannuel (2024) examined how dynamic pricing strategies affect revenue optimisation within the hospitality industry. The researchers found that hotels that use dynamic pricing models, where rates are adjusted based on demand, seasonality, competition, and booking trends, had positive effects on occupancy rates and total revenue. Specifically, their data show that the hotels that used dynamic pricing made gains when compared to competitors in their occupancy and total revenue, and those hotels using real-time pricing tools and with data analytics made success by significantly optimising during peak demand and reducing losses during lower occupancy periods. Customer segmentation efforts and value analyses concerning the willingness-to-pay also allow for enhanced accuracy in pricing decisions. The respondents indicated that many have worked to more consistently allow for price changes using dynamic pricing over time, and respondents agreed this model helped attract a wider variety of customers with years of stable value competitive pricing. The study also noted some limitations, including fears of reduced guest satisfaction arising from price variations and needing staff attention to continuous pricing or AR travellers who changed to lower prices. 
Margaret (2021) examined in the study that the aim of this dissertation was to study the effect of sales control systems on the financial performance of classified restaurants in Nairobi City County. The study findings revealed that tools such as the POS system, inventory counts, and sales reporting added value to financial performance by providing revenue management, reducing fraud and waste, and improving profit margins. While initial costs for POS systems could be high and therefore prevent small to medium-sized classified restaurants from adopting the systems, it was clear that there were positive long-term implications for classified restaurants that chose to implement them. Managers must buy into implementing sales control systems to allow their teams to use them efficiently and through effective training and use of the sales controls, classified restaurant owners and managers should expect returns from their sales control investments, improved operational efficiencies, and better financial management of their classified restaurant. 
The study by Amidi et al. (2022) shows that this study examined five important factors that include technological innovation, training of staff, marketing approaches, customer service, and operational efficiency that affect restaurant performance and hospitality management. Technological innovation provided the most impact because mobile payment and online booking tools drive speed, accuracy, and customer satisfaction. Training staff improved service quality while enabling the adoption of technology. Marketing approach to customer knowledge attracted and retained customers, while the quality of customer service positively influenced loyalty. Operational efficiency through effective steps in specifically defined processes improved the relative lane of performance, setting a standard for optimal operational fit. The findings of the study should encourage hospitality managers to adopt an innovative and continuous staff training perspective that can promote enhanced customer experiences, industry trends, and local market demands.
[bookmark: _Toc198636007]4.3 Discussion
[bookmark: _Toc198636008]4.3.1 Identifying Stock Shortages During Peak Service Affect Guest Experience and Employee Performance
As highlighted by Omar et al. (2024), stockouts during peak periods of service represent a significant operational challenge and directly impact guest experience and employee performance in the hospitality sector. Peak periods, such as weekends, holidays, special events, and times of high occupancy, require uninterrupted service delivery and careful management of all resources to have happy guests, well-performing employees and economic viability. When the quantity of inventory does not sufficiently meet the demand or need for specific service delivery of the required service, delivery becomes interrupted or worst-case scenario, stops altogether (Elnasr, Aliane and Agina, 2021). This creates low satisfaction from guests and high levels of employee stress. During peak periods, when a guest experiences a stockout, there may be a plethora of disappointing experiences from a guest's perspective. For instance, the food and beverage department will often run a stockout of a dish or drink because of a shortage of ingredients. Guests become frustrated when they order their favourite dish but are now offered a lame alternative that wasn't clearly communicated. Guest experience simply diminishes value in the service and creates an expectation gap in service delivery (Dani et al., 2022). Similarly, stockouts experienced in the quality of in-room amenities when guests find toiletries were not available, or mini-bar items were not available, further negatively impacting, and possibly resulting in a poor review, complaint or worse. Although each moment is operational in nature, it directly influences emotional satisfaction and/or whether they maintain brand loyalty (Candra, Mahaputra and Mahaputra, 2023).
Furthermore, Singgalen (2024) observed that the adverse effects are no less significant to the employee cohort. Stock shortages during peak busy shifts add to workload and emotional intensity. Servers may have to wrongly apologise for what is unavailable on the menu, housekeeping may need to stall room turnover due to lack of linen or cleaning supplies, while front desk staff struggle to deliver on guest requests. These behaviours slow down service delivery and increase burnout. Employees who are in a state of trying to replace supply level gaps will show more job dissatisfaction (Dayour, Adongo and Kosoe, 2023). When employees feel the psychological stress of being unable to deliver standards of service while putting all effort into doing so, they become disengaged. An organisation that has these attributes, where an individual employee's performance is tied to other guest satisfaction systems and team metrics, can end up diluting individual confidence and overall team morale (Kant and Koti, 2023). 
Furthermore, frequent stock issues equate to employee perceptions of a poorly managed organisation, which chips away at employees' sense of trust in their leaders. Frequent and anticipatory stock shortages are an employee's assumption that neither their feedback nor frontline insight is valued by the organisation, which catalyses a breakdown in communication, an increase in the gap between operational planning and execution (Ghani et al., 2022). An additional effect of stock shortages is time consumption and productivity inefficiency, leading to wasted and unproductive time. Often, employees will lose solid minutes searching for items that are nowhere to be found, talking to purchasing or other departments to get more items, or explanation the delay to guests. Furthermore, this contributes to even more stress and a lack of productivity as an entire team (Santamaria and Omisakin, 2025). 
[bookmark: _Toc198636009]4.3.2 Evaluating Internal Communication Strategies and How They Influence Teamwork Under Pressure
Alonso et al. (2024) emphasised that successful hospitality operations rely on effective internal communication, especially during high-pressure operations when employees are serving guests. The ability for employees to cooperate with their colleagues is highly dependent on how effectively information is communicated across service teams, departments, and administrative levels. Internal communication plans that promote clarity, responsiveness, and teamwork are institutionalised and reproduce clear and consistent paths for communication and a consistent message. Failure to properly manage internal communications can have the opposite effect, creating confusion and ambiguity, inefficiency, and conflict (Ruiz Molina et al., 2022). A typical problem in hotels related to internal communications is relying too much on informal communication strategies or fragmented communication strategies, such as verbally passing messages, placing handwritten notes, or using messaging apps on their phone until that app is deleted (Simões, Soares and Santos, 2023). These are all acceptable forms of communication, but not permanent and not an organised structure to consistently share communications. For instance, when creating notes for a staff shift change, critical communications regarding stock levels, special guest requests, and concierge trips to go and pick up stock are at risk of being lost. 
The quality of teamwork under pressure is dependent on the speed and accuracy of communication. In peak service situations, every second counts, and poor communication can lead to potentially serious negative outcomes in a very short time (Abdelmawgoud, 2023). Likewise, in food and beverage operations, if the service team did not receive any real-time updates from the kitchen on suitable menu items or out-of-stock products, and these items were not flagged on the digital menu, then guests could potentially be disappointed multiple times, leading to friction between guest sense of disappointment, service team, and the kitchen. The communication strategies used also affect accountability and trust amongst team members. When communication is clear and timely, team members are more likely to support one another, assume collective responsibility, and remain calm under pressure (Lin, Shin and Shin, 2025). Clear briefings at the start of service shifts, regular updates via digital dashboard technology, and identified communication strands all contribute to better quality organisation and management. Team members who are often "the last to know" disengage from pulling together as a team when needed and simply focus on their specified tasks in the collection of tasks rather than collaboratively working toward the end goal when everyone else after them is simply doing their specific task (Akhtar and Eniodunmo, 2021).
Digital communication platforms can greatly enhance internal coordination by centralising messaging, updates, assigning tasks, and providing feedback loops. Communication platforms, such as Microsoft Teams, Beekeeper, or Opera PMS messaging systems, provide a communicated order and structure to the communication flow (Amidi et al., 2022). Using digital communication platforms decreases dependency on informal communication channels and ensures that many departments can access the same content, therefore reducing service interruptions that can arise from human error or neglect. Ultimately, the effectiveness of digital communication is only as good as the use of the communication tool while also providing adequate training (Ceynowa et al., 2024). Poor employee uptake of the most highly regarded digital communication platform will ultimately lead to downstream disappointment and ineffective communication, especially in managing expectations, if employees are not aware of which aspects of communication, they have responsibility for managing (De Arco, 2024). 
Another part of internal communication is leader communication during high-pressure situations. Managers play a critical role in guiding teams to respond. Leaders who communicate very clearly, acknowledge valuable contributions made by the team, and provide immediate and relevant instructions help create leader confidence, team resilience, and greater productivity (Dineva, 2023). In contrast, managers who are reactive, vague or simply inactive in their communication only add additional levels of uncertainty, confusion, and tension. In the context of communication in the hospitality literature, employee feedback consistently highlights that the areas of communication valued most during the period of stress are clarity, acknowledgement, and the frequency of information updates (Elshaer et al., 2025).
Language barriers and cultural diversity influence communication dynamics in many hospitality environments. Misunderstandings can occur if instructions are not communicated well or staff have different linguistic abilities, especially on the front line (Gewinner, 2023). Visual signage or communication tools in multiple languages may assist with this, particularly in multicultural teams. Contrary to the aforementioned issues, staff can further be trained in communication etiquette and active listening to aid teamwork and minimise friction in high-stress communication contexts (Graham et al., 2021).
[bookmark: _Toc198636010]4.3.3 Operational Improvements for Stock Management and Communication Systems
In order to resolve stock deficiencies and communications issues, hotels and resorts can initiate an integrated operational focus that enhances and unites these systems. Real-time stock tracking systems such as Oracle Hospitality or Fourth Inventory provide up-to-date and precise stock visibility as well as usage patterns, identifying usage for predictive ordering and automation re-ordering (Jean, 2024). When used in conjunction with a POS and PMS system, these inventories provide even better demand forecasting and stock replenishment to help reduce stock shortfalls and waste. Process standardisation is equally important. Well-defined SOPs for stock audits, review par levels, and emergency procurement procedures, respectively, can help to mitigate last-minute issues (Margaret, 2021). Cross-organisational planning meetings prior to busy periods will also assist with unifying the planning of departmental functions. Finally, having strong supplier relationships with a combination of suppliers, flexibility in delivery specifications such as timelines, and contingency menus are good means to ensure continuity during times of disruption (Narvel, 2022).
When it comes to communications, there are structures that can provide daily briefings, pre-shift discussions, and daily digital reports to keep all participants cognisant of their roles and responsibilities. Digital collaborative tools such as Slack, Beekeeper or Microsoft Teams help document communications in real time, tracking tasks and increasing clarity and accountability while helping participate collaborate asynchronously across departments (Ometov et al., 2021). With inventory systems linked and user-permissioned, when stock levels change, evaluators and managers on site can immediately receive relevant feedback. By giving the frontline staff the ability to report supply chain issues, there is a possibility of recognising the conveying of authority and legitimacy. This promotes a shared sense of responsibility across the organisation (Panigrahi, 2023). If hospital staff always report the same shortage every month, procurement can be proactive in developing a solution ahead of time. Leadership's presence and visibility when hospitals are busy and dealing with shortages is also hugely important. Managers need to demonstrate strong communication, support the staff, and make recommendations instead of filing complaints. Combined operational enhancements are believed to universally enhance guest experience and employee performance under pressure (Paul, 2024).
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Stock shortages and inefficient internal communication are among the biggest operational issues that hospitality organisations deal with on a daily basis, typically during busy peak service times.  Not only do they impact logistics, but they also have an impact on guest expectations and satisfaction, employee morale, team cohesion and the brand reputation of hotels and resorts.  This analysis has shown the interrelationship between the availability of operational resources and internal communication.  Each system of operational resources used by staff within an organisation must work in sync with its internal communication system to provide a satisfactory, seamless service experience to guests and to develop positive, productive satisfied staff.
When stock shortages occur during high-traffic service times, they compromise guest experiences and affect employee performance. When critical items like ingredients, salon supplies, room amenities or linen are out of stock during high-traffic times, guests will feel a sense of disappointment that can quickly drop to frustration, complaints, negative reviews, or worse, lost repeat business. In today's experience-based service economy, guests have high expectations, especially in luxury or premium hospitality situations, while capturing recommendations for both service and high-value experiences is critical because each detail in longer journeys adds value to a more finely curated experience for guests. 
Even minor stock shortages can disrupt those journeys by reset expectations regarding details, greatly affecting guests' perception of the overall value of any experience; worse yet, it affects their desire or willingness to continue to be loyal to that brand. These stock shortages also matter to employees, as they are often the visible face of operational failure, now forced to apologise or scramble to offer less than desirable alternatives. Stock shortages not only create short-term stress and heightened emotional responses from employees, but they also damage employee confidence and job satisfaction. It most certainly can be demoralising when dedicated and hardworking employees feel they are being set up to fail, being made to produce high service standards, without the necessary tools and materials. Over time, these scenarios lead to disengagement, less teamwork, and strong perceptions of poor organisational leadership.
Internal communication, especially under pressure, is crucial to whether the hospitality teams have the ability to work together and respond appropriately. In high-pressure situations, when actions are taken in time fractions, every moment counts. Poorly communicated information compounds every small issue we face in an operational workplace. Lack of clarity when briefed, loss of key detail during shift handovers, and use of informal communication channels can lead to missed responsibilities, duplication of efforts, and dissipation of levels of service for the customer. In most cases, lack of disclosure or relevance in information sharing results in siloed-based work activity around only their responsibilities, with no shared exposure to the teams' work activity altogether. However, structured communication planning with timeliness and encouragement from technology can represent a significantly improved outcome. When managers define expectations, provide relevant pace during busy times, promote team contributions, and support suggestions during workload moments, they assist in sustaining team morale and resisting attrition rates.
Standard Operating Procedures (SOPs) must also be established and actively followed by staff. Stocking audits, minimum par levels and emergency procurement measures will help to avoid any last-minute surprises. Planning contingency menus and making agreements with multiple suppliers are great layers of resilience. Forward-planning should be institutionalised, especially when there are impending busy periods, such as holidays, weddings, or conferences. Digital collaboration tools are also a vital part of our strategy for clear communication. Digital platforms/technology like Microsoft Teams, Beekeeper and Slack are useful for bringing messages together, creating communication trails, allocating tasks, and providing departmental transparency. These platforms minimise reliance on broken or informal communication (e.g. sticky notes, WhatsApp messages), reduce the chances of miscommunication and assist frontline staff to stay included, informed and empowered. Most importantly, digital collaboration tools should be user-friendly, regularly updated, and the use of the platforms should be supported with adequate training to promote consistency in uptake and compliance.
In addition, communication elements such as pre-shift meetings, daily briefings and visual cues can be standardised across operations. This provides rhythm and clarity to the "delivery of service".  Information about stock levels or guest needs can be related to staff instantaneously, allowing for increased speed of response and stopping potential service that escalates. When frontline workers are allowed to report on stock outages, and the feedback loop is closed, it helps create a culture of accountability and continuous improvement within an operation. Leadership awareness and participation are critical as well. Leadership should participate, be visible and visible not just physically, communicate. Leaders support their staff, make fast decisions, and move purposeful, not distracted and agitated like everyone else. Managers represent what effective leadership looks like in service clarity, empathy and proactive. Recognising employees and responding to their contributions, especially at the point of highest pressure, builds trust and creates team bonding. There is an additional layer of complexity in hospitality given cultural and linguistic diversity, although if addressed appropriately, this could make an operational strength. Multilingual signage and visual instructions will help reduce misunderstandings and allow better teamwork. In high-pressure delivery of service or experience contexts, active listening and cultural sensitivity are equally important as technical skills.
[bookmark: _Toc198636013]5.2 Recommendations
• One of the main risks identified during the placement was that stock shortages were occurring regularly during peak periods, affecting guest experience, employee morale, and likely the overall performance of the hotel. There are two key solutions to this issue (Vinod, 2022). The hotel will need to consider an online stock control system (real-time stock management system), such as Oracle Hospitality Inventory Management or Fourth Inventory, which links to the hotel's POS and PMS and gives them accurate stock holding, consumption, and order-ahead projections. Also, standardising their stock review practice, and estimating minimum par levels in their usage (crew rooms for items frequently consumed) and across departments, to ensure stock is replenished in a timelier manner, and to relieve the pressure of last-minute buy-ins (Giousmpasoglou and Marinakou, 2024).   
• A fundamental support mechanism to improve stock control is securing dependable suppliers. Hotels will want to find diverse suppliers to avoid dependency on a single vendor, and they can establish clear Service Level Agreements (SLAs) will suppliers, which establish the expectations of the request in a time frame, quality of products as agreed upon in the purchase, and any urgent requests that would be needed. The Hotel Manager may consider pre-negotiating and creating contingency plans for priority stock lines, for occasions when disruption to inventories occurs, such as public holidays, supply chain issues, and some demand of the market being seasonal (Tabenska, 2022).
• The placement uncovered many examples of ineffective communication, mostly when under pressure. Examples varied from informal communication and piecemeal communication to inappropriate delegation of many communication styles. All are capable of group messaging, task management, changes to a shift and written documentation of key and uniquely identified 'handover notes.' When used properly, the platforms have the potential to reduce reliance on verbal communication, meaning all departments will have the same information. The hotel must have pre-shift briefings, daily operational updates, and intersecting discipline or function check-ins that build awareness, togetherness, and operational accountability among the hotel's different services (Goh et al., 2022). 
• It is important that all employees are empowered with the right tools and knowledge to independently address service issues while maintaining operational excellence. Any training programs need to develop or be expanded to include education on problem solving, active listening, conflict resolution and service recovery, including the process for all of the above. Employees also need to be trained to use digital communication and digital inventory systems (Shaheen et al., 2021). Frontline employees need to be empowered to raise issues with their stock, suggest service improvements or complaints, escalating through established protocols. Empowering employees through the acknowledgement of their observations and input builds ownership and accountability. Creating a feedback loop when those observations and input are incorporated into the routine impact’s employee satisfaction, which limits employees' ability to find alternative employment opportunities (Mbugua et al., 2024).
• The effects of product shortages and lack of communication with guests are significant. With that in mind, the hotel must create an effective service recovery culture. Staff should be coached and given the authority to proactively resolve customer complaints and service gaps by issuing sincere apologies, appropriate compensation (complimentary service, room upgrades), and lateral resolution strategies, if possible. In addition, the hotel might signal what level of service excellence and creativity is expected by using an employee reward system. Encouraging staff to continuously engage with, and satisfy, the guest is more contagious when positive behaviours are publicly rewarded (Kasavan et al., 2022).
• During peak periods, leader presence, response to team needs, and visible engagement with and service to guests are paramount to fostering team morale and service quality. Managers need to frequently conduct walk-throughs, offer team support in real-time, and encourage open dialogue. Leaders need to be trained to communicate effectively with purpose and clarity, especially in times of disruption or greater-than-normal service loads. When staff feel recognised, supported, and heard by their leaders, they are more resilient, and the personal and emotional 'cost' of serving guests in stressful situations is likely to be reduced (Dani et al., 2022). 
• Likewise, the hotel should also explore adopting a continuous improvement process, for example, Kaizen or PDCA (Plan-Do-Check-Act), where there is a consistent review and improvement of operational performance. Review meetings involving all departments, and the representative for each department should be held monthly to examine service delivery metrics, projected stock inventories, customer comments, and team comments. By doing so, the hotel organisation can determine root causes of repeat occurrences, assess corrective actions taken, and co-create solutions (Singgalen, 2024). 
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	Author and Year
	Article Name
	Aim
	Methodology
	Findings

	“Haryanto and Maianto (2024)”
	“Strategy to Improve Employee Performance Supported by Communication, Motivation, and Teamwork.”
	To explore strategies to improve employee performance through effective communication, motivation, and teamwork.
	The researchers utilised a quantitative research approach consisting of structured questionnaires filled out by employees in several business sectors within Indonesia. The data were then analysed through regression analysis in order to examine the relationship between communication, motivation, teamwork, and performance variables.
	The results of the study revealed that all three factors (i.e., effective communication, effective motivation, and effective teamwork) contribute to employee performance. Furthermore, the study revealed the creation of an environment that positively supports work tasks and communication helps productivity.

	“White (2021)”
	“Soft Skills for the Hospitality Industry: Perspectives of Industry Recruiters.”
	To investigate hospitality recruiters’ views on the importance of soft skills.
	This research employed qualitative methodology by gathering personal perspectives from semi-structured interviews with senior recruiters and human resource management professionals within the hospitality sector. All participants were strategically selected using purposive sampling in order to add relevance to a specific industry.
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