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I acknowledge the use of ChatGPT (www.chatgpt.com) on 11 May 2026 to check my grammar and spelling, as well as to help me understand the assessment requirements in a simplified way to guide my research.

I used the following prompt(s):

1. Please check my text for grammar and spelling errors.
2. Explain the main points of the assessment in simpler terms to aid my research.


This essay focuses on communication within Morgans Hotel and provides a breakdown of the internal communication processes used to effectively engage with new staff members and placement trainees. Hospitality tends to be a high-pressure industry. There are multiple levels of communication involved in the industry. Employees need to manage and facilitate their interactions with guests, as well as respond to customer demands and the shifting needs of the business. Complete and effective communication enables the staff to work and serve customers with confidence. Conversely, a lack of communication and the slightest confusion can result in the employee rendering the wrong service, which ultimately results in a poor experience for the customer. The climate of the hotel is fast and the internal placement trainees and employees are constantly feeling anxious. Most placement trainees constantly feel apprehensive and uncertain and are sometimes unwilling to ask questions. It is therefore important to provide placement trainees the tools they need to feel and be confident in the role. Morgans Hotel also developed a training program which uses role plays and various hotel case studies to allow new employees the opportunity to learn and practice communication within a safe space. This analysis will describe, evaluate, and justify the approach to training and consider the position of the staff as regards the resources and techniques employed. It will explain the reasoning for the use of various learning styles, PowerPoint presentations, quizzes and other training devices employed to facilitate learning. It will also consider training-related theories and research relevant to the field of training and hospitality and justify the training approach. Effective communication is the ability to exchange thoughts and ideas in a way that is respectful and clear, where the receiver of the message understands the information as intended. The sender and receiver of the information, to some degree, must actively participate in the process of the receiving of the information. Good communication is comprised of a great deal of the right kind of listening, and confidence, and feedback. It is also the right kind of communication. Ignoring, not listening, a lack of confidence, no feedback, a total lack of guidance, and the failure of managers to support their employees, are all symptoms of poor communication.
I examined the situation and collected data regarding placement students and new employees. Evidence suggested poor support from the hotel due to underdeveloped professional working skills, unclear steps, and poor standards of service. During my placement at Morgans Hotel, I observed service staff failing to engage in effective and frequent communicative practices with placement students. Placement students were given an excessive amount of work to do with an inadequate amount of, or no, supportive or facilitative guidance scaffolding and task design to help them develop. New employees also experienced work role ambiguity and a lack of orientation or role briefing. The hospitality service gap demonstrates that poor communication practices between employees negatively impacts the entire workforce and results in poor service delivery. This is evidenced in Iwara et al. (2020) where clear communication and delivery of service are framed around the importance of role definition and the steps of service. There is a culture of seamless operations and minimal error in a well-performing hotel. Effective communication coupled with investment of practice mentorship on support staff is the hallmark of success in service delivery and overall recognition. There is a noticeable decline in the performance of the food and beverage department as a result of gaps in teamwork and communication. This department seems to place a lot of redundancy on the staff due to a lack of planning and coordination, unlike the events and reception teams, which appear to perform well. The staff's inability to communicate is evident, particularly in building the required steps to solve the problem. An example is the failure of a manager to explain to a new staff member why they have been tasked with managing the break. In some instances, there is a communication gap between managers and employees in the area of task and responsibility execution. This gap is beginning to erode the employees' confidence due to the lack of clarity in their assignments and the balance of their work.

I opted for a training method involving slides and quizzes to show employees and managers the appropriate training behaviours and responsibilities. This program aims to help employees and placement students at Morgans Hotel to develop and enhance their careers and skills while helping the hotel earn a positive reputation for being a professional venue and providing excellent service. One of the training goals is to develop employment trust and confidence among staff. It is a well-known fact that most employees understand better when they are fully involved in an activity that allows them to observe and imitate. For demonstration purposes, showing how to take orders or how to set a table enables employees to learn by observing, which builds their confidence and improves their communication skills. This results in positive experiences for customers and improves the hotel’s overall reputation. Annija Tamane (2024) argues that being employed in a restaurant is an excellent way to learn trust and the ability to work as a team. It is an excellent way to learn the ability to work under pressure and with an employment trust and confidence during very busy service periods.
This method is based on Kolb’s Experiential Learning Cycle (Kolb, 1984), which states that learning consists of experience, reflection, abstraction, and active experimentation. To assist employees in developing their confidence, I provided coffee training. Employees learn to make coffee while serving customers and are encouraged to do so even when there is a crowd, thus offering hands-on experience. As a supervisor, my goal with this initiative was to prepare employees to work alone in the absence of a manager. The early training builds confidence and helps employees sustain service quality while performing difficult, time-consuming work, thus reducing the workload and pressure on me. Oguntade et al. (2025) observed that social change hinges on the training of employees. Workers become more skilled and learn to execute their duties efficiently, which increases productivity. Change is welcomed rather than resisted as a result of training, teamwork and morale improve, and errors become a rarity. The greater the training, the better the organization’s performance.
According to Ivey (2023), employment and advancement assist workers at organizations in learning new things and doing their tasks better with the help of learning by doing and experiential learning. This research says that when employees participate in training that includes situational practice, experiential learning, team cooperative activities, and scaffolding techniques, they gain a better understanding of their workplace and become less uncertain. This also explains that such practice development helps employees improve workplace performance and aids the advancement and effectiveness of the organization. As Gutterman (2023) notes, training and development involve a planned set of activities meant to enhance employees’ skill sets, knowledge, and behaviour to boost job performance. The article also explains that training includes the elevation of motivation and satisfaction with job performance and productivity. This article states that training results in the minimization of errors and the enhancement of effectiveness, and it facilitates the acceptance and implementation of new technologies and workplace changes.

People have differing preferences when it comes to learning. While some enjoy practical application of concepts, others may prefer learning through reading or reflecting, or they may learn best through social learning. This training program centres on developing staff confidence, communication, and facilitating teamwork. Engaging in quizzes and role-play builds confidence among staff, as they learn to actively engage with coworkers. Demonstrations tend to support staff and apprehension towards asking questions is alleviated, fostering collaboration when learning.

Failing to maintain this level of communication and support risks new employees and placement students becoming disengaged and choosing to leave the organisation. Morgans Hotel illustrates how communication lowers errors and assists in the development of collaboration and stress reduction for new and current employees. This should not be interpreted as loading placement students with work. Rather, work should be distributed more equitably across team members. Service becomes more effective and efficient with communication. Hee et al., (2019) argue that communication enhances employees' overall job performance and ability to accomplish tasks. For managers, this means clear explanation and coworkers communicating with each other. This minimizes confusion and enhances collaborative efforts, thereby improving job performance and achieving positive outcomes for the organisation. Moreland and Ward (2020) maintain that communication is a combination of active listening, clarity, and tone, while exhibiting respect for other people and cultures. They assert that confusion, poor communication, and weak collaborative efforts are the result of job performance and good communication, while relationships and productivity are improved.

Staff training is essential in all types of business. It allows employees to deliver effective service and enhances communication with customers. Waqanimaravu and Arasanmi (2020) claim that in the hospitality sector training employees is essential as it empowers them to build their skills and knowledge, as well as, enhances their customer service. When the employees are supported and trained, they elevate the services they offer to the customers, thus enhancing customer satisfaction. Vidak, Kovačević and Kovač (2022) share the sentiment that hospitality training is important as it builds the employees' communication skills and elevates the services they offer to the customers. Key skills for hotel staff include professionalism and friendliness. Staff should also maintain clarity in their communication.
There are various distinct learning styles, including textual, observation, and kinaesthetic. For effective communication training, staff members should be attended to. Incorporating learning technology into training and development can inspire staff with new ideas to be more adept in their roles. Anwar et al. (2024) noted that some hotels adopt AI and smart devices to improve operational efficiency and enhance their guests’ experiences, leaving hotels to undertake their tasks in a more time-efficient manner, and providing bespoke, convenient services. The study also noted the challenge of high implementation costs and the need to train employees to operate the new systems. Kim (2020) notes that “smart hotels” use AI, robots, and data systems to enhance guest experiences. The study noted satisfaction with convenience and control, safety and maintenance, no-contact environments, and personalization. Tsui and Chen (2020) indicate that digital learning creates more flexible and effective learning systems. Essentially, the use of learning technology fosters learning on demand, enhances communication, and supports learning autonomy.
Da’u and Salim (2019) argue that deep learning-based recommendation systems can identify patterns and make recommendations from large databases to inform decisions. This helps hotel staff improve their communication and coordination to a certain extent as systems can identify and recommend the piece of information or task suited to the staff member most, at that moment. Digital learning has the possibility of reshaping and reinventing the practice and process of learning throughout the world to make learning more convenient, flexible, and accessible. However, challenges like poor internet and digital literacy skills persist. Users are categorized as visual, auditory, reading/writing, or in the case of kinaesthetic, according to Hai (2021). It is essential that these methods are not purely utilized in isolation. Emma (2024) identifies the same learning types but believes in mixed methods because students do not fit one category and so do not express one learning style. Within the context of training employees, the use of different learning styles can contribute to improving communication and staff confidence, and most importantly, achieve training outcomes.
As stated by Dolojo et al. (2025), employees’ proficiency in communication is linked to their performance in a fine dining restaurant. Employees with well-developed verbal communication, listening, and writing skills, as well as reading skills, excel in customer service and collaborate well with their colleagues. It was also discovered that enhanced communication improved employees’ comprehension of their work, increased productivity, and minimized errors. Based on Kim et al. (2024), the other alternative the hotel can consider is the introduction of AI technology. This is a technology where computers or machines are developed with the ability to behave and think like humans, including learning and making independent decisions, by assimilating huge data to improve the quality of business decisions. Regarding breakfast service in hotels, AI can centralize all guest information in one system, such as names and room numbers, payment status, and requests, instead of having to use lists on paper. Moreover, it can determine whether guests have paid or if the charges should be posted to their room, and it can anticipate the number of guests that will come in for breakfast to help the kitchen prepare the right amount of food. This time, stress and error reduction will improve service and continue to reduce the ease of communication among staff and the kitchen.

In summary, effective communication is crucial for Morgans Hotel, especially for new employees and placement students. Evidence provided in this essay shows that unclear or inconsistent communication can directly lead to confusion, mistakes, and excessive pressure on staff, affecting the partnership between staff and the guests. This type of pressure is evident in the food and beverage department within the limited staff of that division. Morgans Hotel has a training program to tackle this issue. Presentations, role plays, demonstrations, quizzes, and on-the-job training improve the learning environment for staff and the level of support they receive while gaining a greater understanding of pressure management and, in turn, confidence.
Research and theory offer insights into how effective training and communication can enhance performance and teamwork. Employees who receive training and feel that the organization values and cares for them are more likely to carry out job tasks with fewer errors while offering improved service. Acknowledging that people learn in various ways underscores the need to utilize different training methods. The incorporation of good training and the improvement of communication at Morgans Hotel can produce great results. Employees will feel more self-assured and confident with a reduction in communication errors, and speedy and seamless service will be offered to guests. With more of the communication being straightforward, supportive, and with more training innovations, the hotel will improve the value it offers to the employees while increasing customer satisfaction.
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