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[bookmark: _Toc26620013]Introduction:
According to Graham, (2009), Communication is the strategy by which visual sign, speech and writing encourage the exchange of data or messages. Communication, (2010) referred that, an organization can arrive at their objectives at a stipulated time through proper communication. There are two different ways of communication, which are nonverbal and verbal. Utilizing the language and word, verbal communication is done. On the other hand, non-verbal communication is a more extensive term that spreads how message can be sent with no words being utilized. Parker, (2010) mentioned that, on account of an organization that gives services to its customers, communication is critical. Inability to convey proper massage prompts a development of misconception between the workers or between the workers and the customers. This report is about the communication problem at Novotel hotel Waterloo among the employees and the customers. The report covers the problem is brief along with the use of different types of decision-making tool. The proposed solution will be shown in the later part of the report with proper evaluation. The report will also cover the implementation of the proposed solution. Communication with the stakeholder is important for the success of any organization. Proper communication plan will be shown in this report as well as the monitoring plan for the proposed solution.

[bookmark: _Toc26620014]Problem:
According to Adair (2013), Problems in business communication occurs with mistaken assumptions and error of the implications of others as they talk. This is typical to stakeholders of the organization such as managers, employees, customers, partners. It can prompt clash and contradictions in a wide range of connections, contingent upon the idea of the misconception such as working environment, relationship and so forth. This is on the grounds that the individuals included have various encounters and objectives alongside various verbal and non-verbal communication perceptions.

[bookmark: _Toc26620015]Scope:
Miscommunication in the business: 
According to Losh, (2009), Despite successful communication, organization capacities and industry can never be overseen without it. Communication relates legitimately to the service to the customers, partnering with other hotel or restaurant, advertising to the public. To reach the goals of the organization, the business needs to communicate properly in the business environment. Moreover, a couple of social obligations are additionally to be done by the business organization. Any miscommunication can occur in the communication channel. There’s also scope for such miscommunication in the advertisement as well. 
In decision making:
Organizations must settle on various issues every day. According to Gano (2011), improper data is culprit for settling on ideal choices in every circumstance, and miscommunication assumes a key job here by giving false information. 
In public relation:
This is the time of globalization and networking because of huge advancement in communication. Changes are occurring everywhere throughout the world and each organization and state needs to interface rapidly with various quarters to adapt to the world's most recent improvements. In such cases miscommunication can occur in the public relation and economic environment. 

[bookmark: _Toc26620016]Impact:
According to an article on HospitalityTech (2018), miscommunication can prompt deluding process in the system. At the point when manager rests a specific task to somebody, miscommunication will befuddle the office employees and lead them to do an inappropriate activity. If the process is not clear, the employees might fail to do proper work, thus bad choices are made, and work perfection diminishes. In the long run, this can produce undesirable outcomes, neglected objectives, and the accomplishment of continuous improvement in the performance. An absence of clearness is a troublesome circumstance where employees cannot make out of anything. Nervousness and stress will heighten too much. Employees can regularly wind up stressed over things that are totally good for nothing in these circumstances, investing their energy worrying about issues that rise out of poor communication. Employees productivity level is directly related to the communication. This harms the development of team, yet it can likewise influence the main concern of the business. 

[bookmark: _Toc26620017]Hotel background:
Situated in the center of London, the Novotel London Waterloo is only a couple of blocks from the gorgeous and famous tames river. The hotel is 3-minute drive from London Waterloo Railway Station. A fitness center and helpful on-location car park are accessible at the inn. The hotel has a private washroom with a shower in all rooms. A portion of the rooms give staggering perspectives on the horizon of London. The hotel Restaurant serves flavorful continental dishes and room services is accessible 24 hours per day. The hotel Bar is open most of the time on every day. At the fitness center, hotel guests can unwind and loosen up for paying nothing. This fitness center also includes a traditional steam room. (Novotel, 2019)

[bookmark: _Toc26620018]Scenario 
On May of 2018, there was a clash between the hotel tourist and the staffs due to miscommunication. It occurred due to denied service by the staffs. As a result, a heated clash occurred, and the hotel lost its reputation.
[bookmark: _Toc26620019]Literature 
Communication is a process through which individuals trade massages by utilizing words. Business Communication is a strategy for passing data and thoughts to various pieces of an organization just as to people outside the organization. Business communication's fundamental capacity is to proficiently hand-off the message or ideas to the group of readers (Paul, Yeates and Cadle, 2010). The message collector ought to have the option to promptly comprehend the message in business communication, and this must be done on the off chance that one can compose the message in clear, well-known words. Thus, for efficient business communication, the right selection of words is important (Grant, 2013). Great communication switches these issues, making a feeling that all is well with the world and allowing the employees the chance to organize their work. Improper communication leads to a fall in the motivation level of the employees. Motivation is a key feature of your group's performance, and poor communication will bring about a decrease in it (Mbihi, 2018). Put it along these lines: in case an employee is uncertain how to finish an errand, either through poor communication or an absence of prevalent support, he is going to begin believing that he is just not ready to carry out the current responsibility (Schermerhorn, 2011). This possibility is impeding to the confidence of employees and their eagerness to do their work, as a result.
[bookmark: _Toc26620020]Tools and techniques:
[bookmark: _Toc26620021]SWOT:
According to Fine, (2010), SWOT analysis is a procedure of vital arranging that enables a business to assess the inside and outside components essentially connected to the organization. Paul, Yeates and Cadle, (2010) mentioned that, SWOT represents the strengths, weaknesses, opportunities and threats of a business. The philosophy typically shows as a framework, which is shown below.
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Strength:
The services of Novotel hotel Waterloo convey an incentive between the value paid and the acquired quality. The items; several hundred rooms, multiple food and drink outlets, spa and other administrations, function rooms, all set 5-star standard and are refreshed as thoughts develop. The Novotel hotel Waterloo brand has great marking as 'extravagance' and' polish' in the business. The battle is brought out through promoting, including online medias, which is effectively checked to expand attention to the positive brand. Visitor contact has gotten less irksome because of the various ethnicities of the several hundred full time employees. The Mission was utilized by Hotel X to assemble a positive working environment culture. The Novotel hotel Waterloo is famous for close connection with the tames river which is close to the hotel and a world class popular tourist destination.
Weakness:
The Novotel hotel Waterloo is a far away from the exercises of the northern region. While the lodging offers a van around the territory, as a prime area in the city, there is no flexibility or perspectives. Such rooms are of a similar size as the official rooms, yet the furniture is dated and not up to a similar 5-star level as different things. Except for road parking, the Novotel hotel Waterloo doesn't give parking to staff or guests. The situating of the city makes stopping in close by structures expensive. There is restricted open travel. The presentation the executive’s frameworks set up are insignificant. For acknowledgment programs, transient administration is strong, yet the reference to yearly audits/advancements is deficient with regards to, potential goals are not evaluated. The Novotel hotel Waterloo confines its opposition by not approaching with modern internet service all through the hotel. Innovation is a situation where visitor fulfillment and productivity would be improved.
Opportunity:
To make purposeful publicity in papers and to convey pamphlets out in the open spaces, to train the lodging staff further, to build up several hotel offices, an improvement in the Novotel hotel Waterloo’s customer holding capacity, building parking for customers inside of the hotel, updating the hotels internet system.
Threat:
Due to the complex structure of the hotel, it would be easier for people to get lost. A rebate made by specific opponents in the proximity. Some guileless guests who hurt the property of the lodging.

[bookmark: _Toc26620022]PESTLE:
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Political
A major reason for not to worry for the hotel business could be the current economic progress. Although the economic progression has influenced and driven individuals from varying backgrounds to be increasingly conscious about the cost benefit. With Novotel hotel Waterloo, this is an extremely inspiring component in increasing the spending in the hotel expansion. With growing demand in international travel, there is a lot of scope 
Economic
All hotel rooms and spa medications are characteristically priced to one's optional salary, so a business like The Novotel hotel Waterloo will profit by an ascent in optional pay. The challenge for a business in hotel industry, like the Novotel hotel Waterloo doesn't just need to originate from comparative hotel services, it could even originate from different sources, for example, other focused kinds of spending for optional pay. For example: premium suites. Due to the regular idea of interest, salary and room inhabitance during top and non-top periods can shift fundamentally. Since the hotels for the most part provide with accommodation and foods, particularly at the operational level, their pay rates are not all that appealing contrasted with those of some different ventures. This may make it hard for such positions to pull in staffs. This would be one of the primary spots to be decreased during a period of downturn or financial downturn due to the unnecessary idea of this kind of administration to a potential client. The higher-level hotels like the Novotel hotel Waterloo will essentially focus on the upper level of the market, a generally littler portion where high benefits can be picked up. In the recent decade the possession models have encountered some new substances. For example, people/financial specialists purchasing the hotels, selling and leasing back, choosing to run the hotel as opposed to owning them.

Social
The inclusion of fitness center can be viewed as an adjustment in way of life that is ascending between specific pieces of the working class just as the privileged. As hotels profit by the degree to which individuals take get-away and their craving to escape work for such excursions will directly affect the interest looked by the business like the Novotel hotel Waterloo. Since inns utilize huge measures of resource, for example, cleanser, heaters, boiler room there is a decent measure of strain to be spotless specifically from natural weight groups. Lower-level staffs supply is viewed as straightforwardly identified with the area's occasional joblessness. It is considered superfluous travel while going for a vacation. Many may decide not to take an interest in recreation travel, particularly with regards to air travel.
Technological
To request to accomplish more prominent consumer loyalty, the hotel business is viewed as utilizing an expanding measure of development. It is common that purchasers, especially potential clients, utilize online data sources including feedback and remarks from past clients while settling on their own choices about occasions and places to visit. Using designing and other propelled strategies can be helpful in controlling asset utilization, for example, water and power, resource that is normally utilized in this industry. 


Legal
The wage of the recent time in the hotel industry has increased. It has forced the hotels to increase the level of minimum costs. According to Marmol, Feys and Probert, (2015), the hotel business needs to avoid the legal fees of employing child labor. So, for this reason the managers need to source staffs responsibly. 
Environmental
Manageable responsibility and good room environment are viewed as the middle phase of the wants and goals of the customer. Presently a-day clients are increasingly proactive and generally lean toward the hotels that thinks about nature and gives due persistence to take on business tasks that help to decrease contamination and appropriate transfer of waste.


[bookmark: _Toc26620023]PMI:
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	Expensive staff will make the environment better
	Expensive staff will increase the overall cost
	Expensive cost with good communication would increase the sales

	Training employees increase customer satisfaction
	Training employees will increase cost
	Customers will pay more for better service

	Organizational strategy can be altered for better communication
	Changing Organizational strategy might hamper the overall performance 
	Changing Organizational strategy might fill in the communication problem
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Potential of new entrants into the industry
The challenge is still under the spotlight for hotels in the recent years. In any case, with operational proficiency and key advertising mix, most of enormous hotels have assembled their power. This predominant power hugely affects standard little hotels. This accordingly has a high obstruction for new organizations that need to join the hotel business.
Power of suppliers
That power forces the hotels in direction with the supplier of it. Grant, (2013) mentioned that, suppliers as far as cost can be the hallowed holders for making decision in the business. By and by, this can be influenced by the significant chains of hotels. It can in any case have influence over them by producing risk of losing their operation to different opponent’s hotels. Schermerhorn, (2011) referred that, through getting as an alternative logistics provider and furthermore by arranging improved special rates that can't contend with small hotel business would enable the providers to be directed. Then again, providers are likewise defenseless as a result of the expanding limit of huge inns to improve bargains for their provisions from abroad.
Power of customers
The Novotel hotel Waterloo’s well-known pricing remains the best client support approach which drastically builds the benefit of the business there, additionally by dealing with client needs, offering customized services, settling on better decisions, continually bringing more clients under the care of them. This has helped them keep up their client base after some time. Room services and refreshment items that are better and morally good pricing make clients more dedicated to The Novotel hotel Waterloo than industry rivals.
Threat of substitute products
The hotel industry is yet to have a substitute in the future. The best alternative is either to have a day trip or to reside in an owned property, which is highly expensive for many travelers.
Competition in the industry
The competition in the hotel industry within central London is quite high. So, the customer and the logistics supplier have the power to decide in choosing the right hotel.
[bookmark: _Toc26620025]Fishbone analysis:

Working environment
Staffing
Workload and hours
physical environment
Verbal/ Non-verbal
written
Management conveyance
Communication factors
Guidelines
Task design
Organizational structure
culture
Priorities
Task factors
strategic factors
Type of Decision
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Implementing proper feedback system to the employees:
According to Mbihi, (2018), Customer feedback is data given by clients about whether they are satisfied or baffled with an item or staff service, just as general involvement in a business. It is a tool for improving the experience of customers and adjusting the conduct to their needs. Give a customer status report to the objectives and errands they are taking a shot at, joined by short and straightforward contribution from directors and managers. It will guarantee that the employees realize what is happening and are anticipated from them. This can make the workforce's more youthful individuals feel engaged and associated with the remainder of the group.
Create enterprise social network:
Enterprise social network likewise upgrade the communication of workers by expanding on skill and capacities of representatives. Staffs may perceive specialized topics on their profiles that their partners might not have known through their activity title or division and can without much of a stretch interface with them for information, direction or help.


[bookmark: _Toc26620027]Evaluation:
Enterprise social network can help the management by providing the small information about the staffs and thus improving the inter department communication. The network will have various documents shared the hotel staffs about them and the customers. They can focus and share their customers detail and how they serve to those customers. It is an effective tool for support system to the employees with various communication problem. On the other hand, proper feedback system can play a much larger role in the hotel. Customers does not necessarily let the employees know about their traits. But they do share the feedback while staying in the hotel. This is an effective tool for understanding the service provided by the employees and their personal and work life mixed up characteristics. The feedback system will allow the cultural system of solving communication problem to improve.  


[bookmark: _Toc26620028]Implementation plan:
Keep feedback as short as possible:
The management of Novotel hotel Waterloo first need is to make questions less complex for the clients. Customers won't help with long questions and complex words. Management need to think about the component of their business from which they need to get feedback, in this case the staff relation. They need to hold their inquiries clear and opportune. On the off chance that customers need to invest an excess of energy in the surveys, they won’t provide feedback. 
Having general idea about the survey:
There are numerous variables that depend on a proper feedback. Management need to consider the term of their inquiry for input, the length of your polls, and the planning of their reviews. After each communication between the client and your business, conveying long overviews isn't the best thought. The customer will stay away from survey and the information quality will decay altogether. 
Net promoter score:
Management should take a gander at audits mutually or independently, contingent upon the business objectives. NPS can be used which survey how the general customer base feels about the organization overall. These are valuable and settled estimations. 
Taking proper action for improvement:
The initial step is to get client feedback. The subsequent advance is to crunch the information to pick up bits of knowledge that can be utilized and support the business. Input is of the best worth when it impacts improvement in different regions of the hotel management. Responding to negative feedback is significant yet being proactive and empowering information driven basic leadership to influence everyday tasks and tentative arrangements is similarly significant. The management can review the feedback and train the employees properly and increase the satisfaction. Also, the management can change the business structure and make it flexible for employees to perform flawlessly.
Monitor action:
The management of Novotel hotel Waterloo needs to see the outcomes they have been anticipating. They must continue tuning in and making changes to a great extent to the customers. It is a nonstop procedure to get and deal with client feedback. 
Passing the information about the feedback:
feedback is important to all the management, employees altogether of Novotel hotel Waterloo. Positive and negative feedback must be conveyed, and everybody must agree. Negative input implies that piece of the business should be rehashed. Positive input on feedback implies the management is making the best decision. The employees merit a portion of the brilliance and they will soar their motivation and responsibility.

[bookmark: _Toc26620029]Communication plan with the stakeholders:
	Stakeholder 
	Power/interest
	Key interest & issues
	Communication vehicle
	Frequency 
	Comments 

	Management 
	Managing the business, a whole
	· Overview of the system
· Strategies of the business
· Requirement fulfillment of the hotel
· Developing the system process
· Budget management 
· Risk management
	· Meeting
· Reports 
· Emails

	As required by the owner
	Management should stay on the budget and properly manage the overall business

	Suppliers 
	Proving the hotel with equipment, food supplies etc.
	· Overview of the supply chain
· Logistical support
· Advertisement support
· Third party maintenance support
	· Email 
· Face to face meeting
· General feedback
	Weekly
Monthly

	Must meet with the hotel supply requirements
And provide timely services

	Staff/ employees
	Maintaining the service and administration
	· Maintenance support
· Fulfilling customer requirements
· Meet the management expectation in line with the goal
	· Email
· Bulletin board
· Training

	Monthly
Quarterly


	Should provide in time service to the customer of the hotel. They should follow the instruction of the management and goal of the business




[bookmark: _Toc26620030]Review and monitoring:
For this, the management should:
Evaluate the implementation of the new feedback system. They need to check whether the positive feedback outweighs the negative ones for a single employee and focus on the effectiveness of the training for the communication problem.
Follow staff performance chart to further understand the uniqueness of the employee and use job fit for his position
Compare the overall performance of the employees and focus on the feedback for understanding the difference.

[bookmark: _Toc26620031]Conclusion:
Effective communication between the employees and the customers is imperative to the success of business of the Novotel London Waterloo. To be fruitful in proper communication, the business ought to acknowledge great associations with its stakeholders. The weakness in business communication must be discovered and these should be corrected immediately. Good communication implies something beyond conveying messages; it implies talking, listening, sending and accepting messages to and from the customers. Proper feedback can help a long way to understand what the customers want. Understanding those circumstances might imply the reason for communication problem and help to solve those.
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