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Communication is an essential part of management that enables sharing information, coordinating activities, and reaching important goals. Effective communication is very important for a company to succeed today. It helps with decision-making, employee involvement, collaboration, and customer satisfaction (Mullins, 2023). Managers' ability to guide their teams, fix problems, and maintain positive relationships with people inside and outside the organisation is affected by both formal and informal communication (Robson and Tourish, 2005). As a result, businesses that communicate effectively can stay ahead of their competitors and improve how they work.
This report examines how communication works in a business by focusing on Whitbread plc, the parent company of Premier Inn. It explains the importance of business communication, reviews different ways organisations communicate, identifies common communication problems that could affect Whitbread, and gives practical guidance to improve communication. In the end, the research highlights that effective communication influences leadership success, organisational performance, and the achievement of corporate goals.
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Communication is the way people or groups share information, ideas, and meanings to reach their goals and understand each other better (Mullins, 2023). In a workplace, communication helps managers and employees plan tasks, share information, solve problems, and make better decisions. Effective communication is essential because it encourages work to be done better and faster and strengthens relationships between management, employees, and external partners. According to Robbins et al. (2022), companies with active communication have better customer satisfaction, satisfied employees, and better teamwork.
In the hospitality industry, effective communication plays a critical role; an organisation like Whitbread plc operates many Premier Inn hotels in Germany and the UK. To ensure that customers get quality service, people from different departments like reception, housekeeping, food and drinks, maintenance, and hotel management need to communicate effectively. Bad communication can cause problems such as mistakes, dissatisfied customers, and service delays. On the other hand, effective communication helps Whitbread reach its daily goal of making service better for customers, the community, and the environment (Whitbread plc, 2025).
Organisational communication comes in different types, and each type serves a specific purpose for managers. Emails, reports, meetings, business rules, and performance reviews are examples of official communication that takes place in a company. Whitbread managers communicate formally with hotel managers and staff about company goals, health and safety rules, how to run things properly, and important decisions. This ensures that all Premier Inn locations are consistent and follow company rules and laws (Bratton et al., 2022).
On the other hand, daily conversation and social interaction with co-workers is called informal communication. Informal communication supports teamwork, builds trust, and shares information, which allows employees to solve common operational issues quickly. For example, cleaning staff can communicate with the reception staff right away about which rooms are free or what guests need, without waiting for official instructions. Managers need to ensure that important company information is still shared through official ways to avoid misunderstandings, even when casual conversations help create a flexible and friendly work environment (Mullins, 2023).
Digital communication is important for modern organisations, especially in the hospitality industry. Whitbread shares information between its hotels in different locations using digital tools like emails, online meetings, internal communication systems, and training programs. Managers can quickly share important updates, organise hotel activities, and help people at the main office work together with specific hotels using digital communication. Also, digital technologies help employees learn and allow organisations to adjust quickly, while making communication faster (Umoren and Ukpe, 2025).
Also, communication happens in different ways within an organisation. Managers can share rules, goals, and performance expectations with employees through top-down communication (Robson and Tourish, 2005). Workers can tell management about issues, share their thoughts, and suggest ways to improve services by communicating upwards. Horizontal communication helps different departments or workers at the same level, like restaurant services, cleaning, maintenance, and reception, to work together better. These communication channels enhance Whitbread's organisational performance and long-term economic success by increasing coordination, reducing operational mistakes, and improving customer experiences (Robbins et al., 2022; Whitbread plc, 2025).
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Even though effective communication is important, companies frequently struggle with communication issues. These problems can negatively affect customer satisfaction, employee performance, and overall operational efficiency (Robson and Tourish, 2005). Poor communication can greatly affect how well businesses work in the hospitality industry. This is because quality service relies on regular interactions between employees, managers, and customers. Whitbread plc, a big hotel company that runs Premier Inn hotels in different areas, might face several communication issues. These can include misunderstandings, cultural differences, problems with online communication, and weak communication from leaders.
Miscommunication occurs when people misunderstand, don’t share enough information, or give incorrect information. It's a common problem. According to Mullins (2023), unclear communication can lead to bad choices, lower work output, and misunderstandings. When important information about guest bookings, room availability, or maintenance issues isn't clearly shared between the reception, cleaning, and maintenance teams at Whitbread, it can lead to confusion. Poor communication can disrupt how a business operates, make customers unhappy, and slow down services. This can harm the company's reputation and the quality of its service.
Different languages and cultures are another big challenge because staff at Whitbread have different languages and cultures. Having a diverse group of workers can help spark new ideas and creativity. However, differences in language, communication styles, and culture can cause misunderstandings between managers and employees (Schein and Schein, 2017). For example, language or cultural differences can lead to employees interpreting instructions in different ways. This can make it harder for them to work together and increase the chances of making mistakes. So, managers play an important role in encouraging communication that respects everyone, promotes teamwork, and allows all teams to participate fairly.
Problems with digital communication have come up because more people are using technology. Whitbread's hotels can share information faster now because they use digital tools like emails, online training, and video meetings. Relying too much on digital communication can lead to information overload, slow replies, or misunderstandings, especially when employees receive many updates in a short time (Umoren and Ukpe, 2025). Robbins et al. (2022) argue that in-person communication should be used alongside digital communication instead of replacing it. This is especially important in service companies where quick answers and personal connections are key for strong teamwork.
Leadership communication during changes in an organisation is another communication challenge. Changes in technology, customer expectations, and environmental goals often lead to frequent updates in the hospitality industry. Managers should clearly and consistently let staff know about changes in the organisation. When changes are applied at work, poor communication can lead to employee dissatisfaction, indifference, and resistance to those changes (Northouse, 2022). At Whitbread, managers need to share information on time, listen to employees’ ideas, and keep communication open during changes to new work methods or sustainability programs to make sure they go well.
In summary, these communication problems show that effective communication is more than just passing on information. To improve teamwork, create a better work environment, and keep up Whitbread's promise of better customer service, managers should encourage clear communication, cultural understanding, staff involvement, and effective communication methods. Fixing these problems improves organisational performance and supports the business to meet its important goals.
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Whitbread plc should use several simple strategies to improve teamwork, get employees more involved, and help the company succeed. This will make communication better. First, managers should often train employees in how to communicate well with others, listen actively, and understand different cultures. Employees from different cultures would work together better and understand each other more if they got this kind of training (Mullins, 2023).
Secondly, Whitbread should encourage open discussion between management and staff to create a culture of clear communication. Staff members can share their problems, ideas, and suggestions through regular team meetings, feedback sessions, and suggestion boxes. This plan would get staff more involved and build trust between the management and employees (Northouse, 2022).
Third, the company should use digital communication tools more effectively and ensure that important messages are sent clearly and consistently. Using digital platforms along with face-to-face meetings would help reduce information overload and make it less likely for people to misunderstand each other. Finally, managers should get staff involved when making changes and clearly explain the reasons for those changes in a timely way. These ideas would help Whitbread reach its goals and still provide great customer service by improving teamwork, communication, and company culture (Whitbread plc, 2025).
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Effective communication is critical for a company to succeed because it encourages teamwork, makes smart choices, and builds strong relationships with co-workers. This report highlighted that Whitbread plc uses different ways to communicate to keep operations running well and provide better customer service. If not managed properly, problems such as misunderstandings, cultural indifference, and online communication can negatively affect organisational performance. Whitbread can improve teamwork, workplace culture, and overall success by using practical strategies like communication training, gathering employee feedback, and improving leadership communication. Eventually, achieving long-term organisational goals relies on clear communication.
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