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Introduction
Any business, including the front desk staff at the Marriott Hotel in Cardiff, must have effective communication to function efficiently (Aburayya et al. 2020). This paper aims to bring attention to a critical management issue concerning internal communication within the company. Through practical experience, one can observe the adverse effects of this issue on various aspects, including guest services, employee morale, and overall operational effectiveness. This report assesses the impact of the communication problem and proposes practical solutions based on relevant theories and real-world considerations. The paper provides actionable recommendations that can be implemented in the workplace of the Marriott Hotel Cardiff by incorporating the concepts of Schön's Reflective Practice and Kolb's Experiential Learning Cycle.
[bookmark: _Toc135924885]Description of the Operational Issue
Ineffective communication within the front office department is the underlying cause of the operational problem at the Marriott Hotel in Cardiff. The issue manifests itself in various ways, such as unclear or delayed communication and the need for improved clarity. It significantly affects multiple aspects of hotel operations, including guest services, staff productivity, and overall effectiveness.
[bookmark: _Toc135924886]Impact on Guest Service
The quality of customer service is directly affected by the front office's inefficient coordination and communication (Mahafzah et al., 2020). Examples of the potential consequences for guests include delays in check-in and check-out, inquiries regarding bookings or room assignments, and dissatisfaction when expectations are not met. Consequently, the hotel may receive negative online reviews, witness a decrease in customer loyalty, and experience a decline in business.
[bookmark: _Toc135924887]Effect on Employee Morale and Teamwork
The operational problem also affects front-office teamwork and employee morale (Mahafzah et al., 2020). The staff requires clarification due to inadequate communication channels and ambiguous roles and responsibilities. Consequently, this leads to a stressful work environment, reduced job satisfaction, and increased stress levels (Kalra et al., 2020). Ultimately, these factors impact team productivity and employee retention.
[bookmark: _Toc135924888]Analysis of the operational problem
Discussions were conducted with mentors and hotel staff members, and personal observations were made to obtain a comprehensive understanding of the impact and root causes of the operational problem. The following important conclusions were drawn: a lack of established norms and clear communication channels leads to miscommunication, resulting in delays in responding to visitor inquiries, requests, and concerns (Nikolskaya et al., 2020). Inadequate or insufficient information sharing: Operational efficiency, collaboration, and teamwork are hindered by the insufficient sharing of relevant information among front office workers, departments, and shifts. Insufficient feedback mechanisms: The absence of organized feedback loops makes it challenging to identify and address communication issues, impeding process and procedure improvement (Bardi, 2021). Impact on guest services: Poor communication undermines customer satisfaction, leading to reduced loyalty, potential revenue loss, and harm to the company's reputation.
[bookmark: _Toc135924889]Theoretical Framework
Kolb's Experiential Learning Cycle and Schön's Reflective Practice are two theoretical frameworks that will be employed to address the identified operational problem.
[bookmark: _Toc135924890]Kolb's Experiential Learning Cycle
According to Kolb's model, learning occurs through an ongoing cycle of active exploration, reflective observation, concrete experience, and abstract conception (Azar et al., 2021). The front desk employees can utilize this model to engage in reflection and analysis of their experiences, identify areas for improvement, and experiment with new strategies or approaches to enhance visitor service and communication.
[bookmark: _Toc135924891]Schön's Reflective Practice
Reflective practice plays a crucial role in the development of professional skills, as highlighted by Schön. Front desk personnel can enhance their understanding of effective communication and teamwork by engaging in reflective conversations and discussions with mentors and colleagues (Koukpaki et al., 2020). This process enables them to explore different perspectives, challenge assumptions, and ultimately improve the department's decision-making and problem-solving capabilities.
[bookmark: _Toc135924892]Proposed Solutions
There are several viable approaches that can be implemented within the workplace of Marriott Hotel Cardiff to address the communication issue.
[bookmark: _Toc135924893]Enhanced Communication Channels
To address the operational problem, it is essential for the front office department to establish efficient communication channels. Implementing standardized operating procedures for guest interactions, utilizing digital communication tools, and conducting regular staff meetings are some of the strategies that can be employed (Su et al., 2019). Furthermore, cross-training employees in various front office tasks can contribute to improved teamwork and communication overall.
[bookmark: _Toc135924894]Training and Development Programs
Front office personnel can enhance their skills and expertise in customer service, dispute resolution, and effective communication through comprehensive training and development programs (Luo et al., 2021). Workshops, online courses, and mentorship initiatives can all contribute to this process. Additionally, it is crucial to prioritize the development of emotional intelligence as an integral part of training, as it plays a vital role in guest interaction and issue resolution.
[bookmark: _Toc135924895]Performance Evaluation and Feedback
Individual and team performance gaps can be identified through the implementation of a comprehensive performance evaluation system, which incorporates regular feedback and coaching sessions. Front office personnel can aim for improvement by establishing clear standards, providing constructive criticism, and acknowledging achievements (Guillet et al., 2020). To foster a collaborative work environment and address areas that require attention, feedback should be provided from both superiors and subordinates.
[bookmark: _Toc135924896]Utilization of communication technologies
Organizations can harness the potential of instant messaging platforms, shared databases, and digital notice boards through strategic investments in state-of-the-art solutions, fostering an environment that facilitates effective and timely information exchange (Shin et al., 2019). These tools enable team members to collaborate and share knowledge seamlessly across departments and regions. Real-time communication via instant messaging technologies allows teams to make prompt decisions and solve problems efficiently. Shared databases serve as central repositories, storing and disseminating crucial documents, reducing errors, and enhancing productivity (Shin et al., 2019). Simultaneously, digital notice boards provide a dynamic platform for sharing updates and announcements, ensuring that staff members are well-informed and engaged (Nikolskaya et al., 2020). By embracing these communication technologies, organizations can establish a streamlined flow of information and foster a cohesive and adaptable workforce.
[bookmark: _Toc135924897]Practical Considerations and Feasibility
Several factors must be taken into account to ensure the viability and practicality of the proposed solutions.
Training and development of personnel: It is crucial to provide front office staff with sufficient resources and training programs. This includes comprehensive training on contemporary methods, technologies, and communication strategies. Equipping them with the necessary training will enable them to deliver excellent customer service and adapt to the evolving demands of the market (Law et al., 2020).
Investments in new technologies: Before implementing new technologies, their cost-effectiveness, compatibility with the hotel's infrastructure, and financial implications should be carefully evaluated. Automated kiosks, mobile check-in options, and customer satisfaction measurement systems can all enhance operations and the guest experience (Law et al., 2020). Seamless integration of these technologies within the existing framework should be given due consideration.
Change management: Successful change management techniques are essential for adopting new procedures. It is important to communicate the benefits and justifications of the proposed changes. Involving stakeholders in the decision-making process and addressing their concerns helps build buy-in. Gradual implementation allows employees to adapt at their own pace, reducing resistance and increasing acceptance.
Monitoring and evaluation: Regular monitoring and evaluation are necessary to ensure the effectiveness of implemented solutions. This enables the assessment of their impact on customer satisfaction and operational efficiency (Alexakis et al., 2019). By identifying areas that require further improvement, appropriate adjustments can be made to enhance the overall performance of the hotel. The selected solutions are continuously assessed to align with the changing needs of the company.
[bookmark: _Toc135924898]Conclusion
Implementing viable solutions will effectively resolve the operational challenge of ineffective communication within the front office department of Marriott Hotel in Cardiff. The hotel can enhance communication efficiency, enhance guest services, foster teamwork, and minimize potential revenue loss by establishing communication protocols, utilizing communication technologies, providing training and workshops, and implementing feedback mechanisms. The implementation of the proposed solutions should take into account pertinent factors such as staff engagement, resource allocation, ongoing improvement, and cost-effectiveness.
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