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The purpose of this report is to provide and identify the utmost importance of effective communication, within the workplace setting. It will also aim to establish the different types of communication and the importance of communication as regards management.  A scenario which occurred in a hotel setting, will also be discussed as well as the relevant communication theory underpinning this incident. Moreover, recommendations will be given to remove the barriers to communication that occurred in the hotel scenario.    
Introduction
The importance of effective communication cannot be overemphasized for the smooth running of any establishment.  (Maund et al 2017) explain that competent communication is essential in a working environment.  This is because, without communication, employees will not know what is needed  of them by their employer.   It is paramount for staff to understand the vision of the company.   Stanley and McElellan (2011) stipulates that communication could be simple or complex depending on the circumstances; additionally, it is very important in a working establishment.  It is through one form of communication or the other that the aims and objectives of the establishment are explained and detailed in order for the vision of the company to be clearly stated.   This could be written or spoken. Furthermore, when changes are needed in an establishment, it is by communication that the management is able to convey this to its employees.  In such times, it is vital for management to state clearly what is needed for the change and how and what time frame the change will take place.  It is always a trying time for the employees to adopt such changes hence a lot of negotiations and talks will be needed to carry out such changes efficiently.    The management of any establishment will always need to evaluate the progress the company has made and how improvements can be made.   This would be done by written communication, for example yearly reports and  the financial information this gives the employees and management the exact place where the company is and where it needs to be.
 



What is Communication?
Communication is conveying a message from one individual to another.  For there to be communication there has to be a sender and a recipient. (communicationtheory.org ) explains that communication happens between at least two people and it is considered effective when the desired response happens.   There are various forms of communication such as non-verbal, written and oral communication.  Individuals communicate unknowingly, by the facial expression, gestures or posture.  Coleman (2006) stresses that non - verbal communication is often adopted to assist the receiver understand the intended message of the sender.    
When people remain silent this is also a form of communication, this could mean the person is upset or is not in agreement with what has been communicated to them.  Lucanus (2017) explains that communication occurs between two or multiple people. In order for communication to be useful, it is necessary for it to be clear and understandable, otherwise it does not have any effect on the receiver and it may become confusing for example the case of Maria  and  Pedro (2020) [in class exercise] Pedro was not able to feedback to Maria what he understood he was asked to do, instead of buying a chicken which he was asked to get, he thought Maria said she would see him in the kitchen.
 
The pitch and attitude of the individual's voice when communicating affects how the recipient perceives what is being communicated to them (Morgan, 2017) argues that the pitch of one's voice can indicate a variety of  emotions such as, scepticism, sarcasm and humour.  However people may not realise that these are being portrayed when they communicate as sometimes it is done unintentionally or unconsciously.  Hence face to face communication, is one of the most effective form of communication as the sender and receiver are able to see each other and not only the words that are spoken is the only form in which communication but the body language, tone of voice can also be clearly heard and determined for example if it is a harsh tone or a low tone. A British survey conducted by the Journal IRS employment Review in 2005 as cited in Arindit (2011) discovered that many employers found face to face communication useful when dealing with their employees in some situations. A good example is when employees are having their appraisals, it is often undertaken as face to face as this allows for there to be openness and both the team leader or manager would be able to agree on areas which the employee would need to improve or training needed for them to carry out their job efficiently.    
Communication scenario
 A client telephoned a prestigious hotel in central London to make a reservation for a double bedroom.  The receptionist took the booking which she confirmed to the client.  However, upon arrival he produced confirmation of the booking which had been sent to his email from the hotel but after much search, it was discovered that his booking was for the following month. This was due to a computer error in communication as the receptionist was not alerted of their booking system upgrade and updates.  This not only caused confusion for that particular client alone but for all other telephone bookings. After much controversy about the booking confirmation, the hotel manager had no choice but to upgrade him to one of their master suites at the detriment of the hotel as the master suites are twice as much as the double suites. 
The upgrade assuaged the client who was on the verge of cancelling the booking in favour of another nearby hotel. Because the hotel cannot afford such aspersions on themselves, they resorted to an upgrade. After the upgrade of the hotel computer system, the front desk receptionist should have been informed of the new upgrade and given adequate training.  This prompted quarterly inhouse training for all receptionists, as it is the same time that their systems are upgraded.   (Gibson 2015) explains excellent communication skills by a hotel manager makes a great difference to the good experience a guest may have or not.  The fact that the hotel manager readily gave the customer an upgrade diffused the situation and made the guest feel wanted and seen as a valued customer.  If this had not taken place the guest could have decided to go to another hotel and he would not give a good recommendation if asked in the near future his views as regards this hotel. 
The types of communications used in this situation were oral and written communication but they were not effective.  There is also the possibility of the receptionist not actively listening to the guest when he was taking the guest’s reservation. This is because the receptionist may have picked up the mistake earlier and corrected it if he had noticed that the dates requested by the guest and what the computer booked were different.  
In focusing on what has taken place in this situation, the original message was sent by the customer who is  the sender, this message had been received by the receptionist who is the receiver, the means used in sending this message is a telephone. The communication theory underpinning this situation would be  The Shannon-Weaver Mathematical Communication Model (1949) which is also described as the linear system, which implies that the sender sends the message to the receiver without the receiver, confirming that he or she has received the right message.   Ruler (2018) states that The Shannon-Weaver theory involved a sender delivering a message to a receiver and this message would need to be interpreted by the receiver to make sense of it, however sometimes the message is not correctly interpreted.  Al-Fedaghi (2012) also stipulates that the Shannon-Weaver communication theory is not really a model of communication but a model of the flowing of information and is incomplete as regards being a model of communication.    
A Diagram of The Shannon-Weaver Communication Theory (1948) Adapted from In Class Lecture
Sender                      Encoder                     Channel                 Decoder                 Receiver              Destination
                                                     Signal                            Received signal                                   
	                            
Message                                                                                           Message
                                                         Noise source
Morgan (2017) suggests that people seldomly ask each other to repeat messages related to them, as it might sometimes come across as patronising, this is what has happened in this situation.  The receptionist took reservation over the  phone  but he did not relate the message he had received back to the customer, hence this could have been where there was a barrier  communication,  since the customer was not given the choice of making sure his booking was right by  reading back to him to confirm, it was the right booking.    It is of utmost importance for staff to be updated as regards changes made in the hotel such as the upgrade of the computers.  (Hospitalitytech.com ) argue that hotel staff need to  have up to date information in order to serve guests to a high standard, which is required of them by management. 
The fact that there is not the option of the sender of the message finding out whether the receiver has correctly received the message after the communication process, makes the Shannon-Weaver theory to have its limitations.   This is one of the reasons why Shannon-Weaver’s communication theory is being critic as it is seen as a weakness.  
Effective communication cannot be over emphasized as it allows for the smooth running of any establishment. [Communicationtheory.org/effectivecommunication] explains that communication has to be effective otherwise it could have a serious detriment, various types of communications take place on a daily basis written communication such as various emails, letters and also instructions and posters on notice boards.  Without these taking place, it could be dangerous for example fire exits needed to be clearly signed posted this is written communication. 
Another important reason why communication is needed is when that management need to let their staff know when there is an important notice to be circulated around the staff members for example during the coronavirus epidemic the mode of working would change, staff may need to work from home hence why a lot of written communication will be utilized, emails and memos would probably be increased as this would be the easiest way of communicating to a large number of people at the same time. Employers could also decide to use group conference telephone calls to communicate with their employees, as new updates for the company would be explained and sometimes management may want to hear the views of their staff.   


 Conclusion
 In conclusion, this report has shown the importance of effective communication and what can go wrong when information is not correctly received and sent.  Due to the fact that the guest’s initial booking was wrong, this costed the hotel financially due to the fact that the master suite was then offered to him in order to keep his patronage at no extra cost to the guest but it was a loss for the hotel.  This report has also shown that the Shannon and Weaver theory (1948), has its own short comings as a communication theory. The  need for constant staff training so as to be competent, to understand the new updates to the hotel’s digital technology and constant communication between staff being highly essential was additionally  mentioned.    The different kinds of communications were also mentioned and explained.  The importance of communication in management in the working environment was highlighted and various examples were focused upon.  Recommendations in order to prevent barriers in communication in the case study was also mentioned and discussed at length. 









Reference
 Al-Fedaghi,S. (2012) International Journal of Soft Computing 7 (1) 12 – 19 2012 A conceptual  foundation for the Shannon-Weaver Model of Communication Department of Computer Engineering Kuwait University P.O.Box 13060 Safat Kuwait
Arndt, C. (2011) The importance of face – to – face communication in HR Departments : A study in the field of organisational communication University of Gothenburg Department of Applied Information Technology, Gothenburg, Sweden
Coleman, R. and Wu, H. D. (2006) More than words alone: Incorporating broadcasters’ nonverbal communication into the stages of overage theory - evidence from September 11 Journal of Broadcasting and Electronic Media online [Assessed 29 April 2020]
Gibson, J. (6 July 2015) The Importance of effective communication of a hotel manager mooreandsmalley.co.uk online [Assessed 30 April 2020] 
https://hospitalitytech.com 3 Tactics to drive hotel staff communication effectively (n.a.) online [Assessed 30 April 2020]
https://www.communicationtheory.org Communication theories (n.a) online [Assessed 30 April 2020]
Lucanus, A. (2017) Oral communication skills are important for students Stanford University The College Puzzle collegepuzzle.standford.edu
Maria and Pedro (2020) [In class exercise] 
Maund, A. and Schriek, M. and Tinkler, P. K (2013) Certificate in Higher Education skills for the workplace student yearbook Sage Publication London
Morgan, P. (2017) The business student’s guide to study and employability  Sage Publication London
Serion, S. (2019) 7 Common pitfalls that hotel staff suffers from https//www.voxer.com
Shannon-Weaver Communication Theory (1948)
Van Ruler, B. (August 2018) Communication Theory www.researchgate.net University of Amsterdam

[image: ]Appendix 1











[image: ]Appendix 2





image1.png
o )2t ne O 2w otd V0D O G
1peo T Yvadb oL oo i e ,
& Brac fag v 2 o PV 0P 7
s poat s ¢ vo s W un b d

o - <\ ~SLgg 7 -4 4 pent rpwrS \RKT_.S,.‘.@S wosfeap
= ~L155 7w - +a AR’ -4+t L& e o0 o ~2 vy
) wrts hg Ioia gy osiv 9)
2 acAA S (7

SECOEEM S, 1Y
oowl PV TNe Y v

ouy b2slo 2t

7)) ASLetS b g7 ¥
wooy € B ) v W ISR . N 1204 2
et e R RN - e § .
5 +om. of oW ot N1 G AKrss @Y gt T,bu@&\\_, _\ﬁ/
T WRSL 2 fLawuel D s Y "
o =d -5 ov 2 24

29 ﬂOQ\.‘A\w\

b sl Y y O 5.2\ |
g £ j
Wy S ~»Soss zLd Shopuds WM Jpod

= AR iy
g b ov P

£PapIonD uaaq aAby pjnod 3 moy suipjdxa uoRDIIUNWLIO) Jo [apON 350YM ‘D

iparuanaid uaaq A0y s143 PInO2 MOH D

Aym pup uoisnfuod siyi suypjdxa uopparunwwo) J0 [3PON 2s0yM ‘D

£DUDA| PO03SIapUNsItl 0.pad yurys nok op Aym -0

1 Uy NoA 335 [|IM | dWoY w09 | uayMm pres noA 3ysnoyi | jou ‘Yo

juayoin} @Y
-awoy Aem JnoA uo 398 03 NOA payse | auo 3y L

‘01pad PSY ,LUAIUD UM,

Laupiyd dui st 219yM, ‘ples eHe ‘wool SunIs 3y3 0JuI JUIM 0JP2d UUM

‘pies ays ,‘wood Sunys 3y U — 3J3H,

‘ples o ,¢NOA aue 34YMm ‘BLEW,

~uaypan| AU} O UM PUE 1605 puE 51004 SIY 40 4003 0pad ‘auwioy 108 24 USUM
o0ipad paydal A0,

5 e ow 198 UB? nOA §1 235 ‘dwoy ujwod 21,n0A uaym ‘01pad “OJ|9H,

SuaIy
-01pad pauoyd euew Aep 3U0

oy SIU S1 ELIEWY pue 23S BUIPIING & U0 spiom 01pad

S e
pue viavA





image2.png
—

B e U +c oAb ey IX 2 W L

_ NG XN O S % JRE ﬁ\uv_ﬂ,ﬁ ol u Sl

Boawd THOo+ ORI Lo e 5 g LN
< V\gr\ . ,ﬂﬂ\\r“g > g ) - —F &\NF}\T ) \u\ﬁU\Q [7a
Sca=ect e Rl < \ﬂ)\»\wﬁw E..U 5 & PACSY - S \Q\u)ﬂ»ﬂ“&,
el e e o L of EeTTREEE o B R 0 X0 dog -9t
S e e Lo L, VeI 92 Fo 2P OV c,m-°2
oy SO ﬁ\NwJ\«.\ﬁ/iak av& - e Y WJ)J«JU sout coned a
ho ACmaRae” o U NSRRIV S o qwleCL -

W‘N\,)r\ﬂﬁb = YA




