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W hen guests are asked what elements of a luxury hotel they value 
most highly, the message comes back loud and clear: service. 
Poor-quality service is more likely to have a significant impact 

on a guest’s experience and perception of a hotel, make it less likely they will 
return to it in the future, and inevitably affects the hotel’s reputation. 

What has this to do with communication? Everything. 

While a hotel may be architecturally sound, gaps in communication 
between management and staff can soon form an invisible fault-line in the 
foundations, ready to send a tremor through the hotel’s reputation as soon as 
something happens to expose it. This needn’t be a seismic event; teams that 
aren’t communicating well are prey to the snowball effect of a small problem 
gathering itself into a much larger one.

Most of us know when communication isn’t working – after all, it ’s easy to 
read the signs. We also know what an absence of communication looks like. 
The problem is, we tend to be able to see these only when we’re dealing 
with the results. Hindsight is only useful if it ’s used to bring clarity to future 
communications.

Delivering a luxury service means meeting the highest standards in a 
demanding environment. It’s a tall order, and no single member of staff in 
a luxury hotel can achieve it on their own. It’s only when a team is working 
together and communicating effectively that the highest standards can be met. 
In short, a five-star hotel needs five-star communications – not only between 
guests and staff, but between the staff themselves.
 
This e-book is a guide to five-star communication in the five-star world.
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A t one level, communication is easy. It’s the one thing that everybody 
knows how to do in their daily lives, from a simple exchange in 
the supermarket to making complicated social arrangements, or 

explaining a point of view. Sooner or later, everyone manages it. On the face 
of it, it is the ultimate transferable skill.     

Successful communication in the workplace is less straightforward. We don’t 
generally choose our colleagues, supervisors and managers, and the staff of a 
luxury hotel are working under particularly stringent conditions. However, 
communication between managers and staff can be as attentive and effective 
as the service provided to the hotel’s guests. It’s simply a question of mapping 
the landscape of communication. 

Verbal communication. Speech is at the front line of communication. Some 
people are natural and nerveless speakers, others approach it warily, but 
few manage to calibrate every utterance precisely and unambiguously. It’s 
possible to smooth a path over these difficulties by avoiding over-complicated 
formulations and keeping the message simple and direct, varying pitch and 
tone to help get a message over successfully. Make sure the questions you ask 
are open, allowing for more than a yes or no answer. And remember: it isn’t 
always what we say. It isn’t even always a question of how we say it. Effective 
spoken communication is also about listening and observing.

Non-verbal. We don’t just read words. We ‘read’ people. Non-verbal 
communication has its own vocabulary, expressed through gestures, posture, 
frowns and smiles, and eye contact (or avoidance of eye contact); according to 
psychologists, half of what we say is communicated non-verbally. It’s worth 
paying close attention to improving literacy in non-verbal communication 
and using it as a valuable tool in the communications box. Reading body 
language and using it effectively play a vital role in successful communication. 

Written communication. We increasingly rely on written communications to 
inform each other and to be informed. In the workplace, e-mail still reigns 
supreme as the fastest, most efficient way to do this. When writing an e-mail, 
bear in mind that many people receive more messages than they read, so 
keep language crisp, clear and direct. Spaces between lines make information 
easier to digest, particularly in screen-based communication, and formatting 
tools such as bullet points make for reader-friendly information. Save your 
favourite font for personal e-mails, and use sans serif typefaces – such as Arial, 
Verdana or Calibri – to communicate with colleagues.

9

Silence. Whether it ’s a pause for thought, to listen to someone else’s 
contribution, or take a beat of time to make a quick assessment of how the 
message is being received, a well-judged silence is an important aid to effective 
communication. Be careful not to use it aggressively, but to show that you are 
listening, to allow the conversation to breathe, and to marshal your thoughts. 
Align silences with relaxed, open gestures. 

1 Speak – clearly, using simple jargon-free  
language

2 Ask – open questions to draw out open  
responses

3 Listen – avoid interrupting, maintain eye  
contact, and use open gestures

4 Watch – non-verbal clues; body language has its 
own vocabulary

5 Write – using clear, uncluttered language to 
avoid ambiguity

Five ways to communicate
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The best service is the result of excellent teamwork, and excellent 
teamwork is the result of sound, clear communications from, to and 
between every member of the staff. In practice, this means that lines of 

communication are established and kept open everywhere: across departments, 
throughout the management structure and among team members.

The principle is sound. Practice may be more difficult; nobody needs to look 
too far to find examples of gaps in communication within organisations, 
often with dire results. The management and staff running a luxury hotel face 
additional challenges: expectations and standards are extremely high, staff are 
often working in isolation, and many have public-facing roles.

From the general manager to the management team, from the kitchen porter 
to the concierge, the hotel’s staff are all players in the daily and nightly 
performance of the hotel. If some have not read the script, if others have 
missed a rehearsal, or if the scrupulously word-perfect players don’t know 
what happens when they’ve left the scene, it ’s easy to see how the performance 
will be less than convincing. The reviews will not be slow to point this out. 
And guests vote with their feet.

Addressing communications within the hotel starts with first principles: 
everyone really is in it together. A few are directors, many have leading roles, 
others contribute vital cameo performances, and several are essential behind-
the-scenes stagehands. It’s important to remember that everybody is part of 
the same ensemble, working to produce the same dazzling vision twenty-four 
hours a day. 

This can only be achieved with streamlined communication channels that 
keep everyone informed, up to date and in the conversation.

13

1
Value the team. Everybody plays their part, 
so everyone needs to be kept informed, all the 
time. Daily briefings, regular postings on staff 
noticeboards, monthly newsletters – there are 
many ways to keep everyone in the loop. 

2
Be involved. Staff who are fully engaged in the 
life of the hotel and understand its ethos and 
its message are more likely to be motivated and 
committed to its continued success. 

3
Communication is fluid. Establish a dialogue, 
so that everyone has a voice and a forum in 
which to use it to give feedback, ask questions, 
make suggestions, or share information. Invite 
contributions from all members of staff.

4
Feedback matters. When a team member or 
group performs particularly well, it takes a 
moment to hand out a conversational bouquet 
of praise. Feedback is a powerful motivator, and 
everybody needs to hear it. 

5
Share information. Even if a piece of 
information isn’t directly relevant to a 
particular department, share it anyway. Cross-
departmental dialogue contributes to the success 
of all departments.

Five golden rules for team communications



12

The best service is the result of excellent teamwork, and excellent 
teamwork is the result of sound, clear communications from, to and 
between every member of the staff. In practice, this means that lines of 

communication are established and kept open everywhere: across departments, 
throughout the management structure and among team members.

The principle is sound. Practice may be more difficult; nobody needs to look 
too far to find examples of gaps in communication within organisations, 
often with dire results. The management and staff running a luxury hotel face 
additional challenges: expectations and standards are extremely high, staff are 
often working in isolation, and many have public-facing roles.

From the general manager to the management team, from the kitchen porter 
to the concierge, the hotel’s staff are all players in the daily and nightly 
performance of the hotel. If some have not read the script, if others have 
missed a rehearsal, or if the scrupulously word-perfect players don’t know 
what happens when they’ve left the scene, it ’s easy to see how the performance 
will be less than convincing. The reviews will not be slow to point this out. 
And guests vote with their feet.

Addressing communications within the hotel starts with first principles: 
everyone really is in it together. A few are directors, many have leading roles, 
others contribute vital cameo performances, and several are essential behind-
the-scenes stagehands. It’s important to remember that everybody is part of 
the same ensemble, working to produce the same dazzling vision twenty-four 
hours a day. 

This can only be achieved with streamlined communication channels that 
keep everyone informed, up to date and in the conversation.

13

1
Value the team. Everybody plays their part, 
so everyone needs to be kept informed, all the 
time. Daily briefings, regular postings on staff 
noticeboards, monthly newsletters – there are 
many ways to keep everyone in the loop. 

2
Be involved. Staff who are fully engaged in the 
life of the hotel and understand its ethos and 
its message are more likely to be motivated and 
committed to its continued success. 

3
Communication is fluid. Establish a dialogue, 
so that everyone has a voice and a forum in 
which to use it to give feedback, ask questions, 
make suggestions, or share information. Invite 
contributions from all members of staff.

4
Feedback matters. When a team member or 
group performs particularly well, it takes a 
moment to hand out a conversational bouquet 
of praise. Feedback is a powerful motivator, and 
everybody needs to hear it. 

5
Share information. Even if a piece of 
information isn’t directly relevant to a 
particular department, share it anyway. Cross-
departmental dialogue contributes to the success 
of all departments.

Five golden rules for team communications



14

3.

Share and succeed 

15



14

3.

Share and succeed 

15



16

I nformation is power – but only when it’s shared. 

The larger the organisation, the more vulnerable it is to developing silos 
where individual departments communicate very efficiently within themselves 
while becoming cut off from the rest of the organisation. Information 
circulates within the silo but rarely trickles out into other departments. The 
result is another hairline crack in the edifice with the potential to widen into 
a breakdown in communication. 

The luxury hotel is not immune, and faces particular challenges. Many of the 
staff are involved in public-facing roles for much of the time, making them 
hard to reach. Others are on the move throughout the hotel rather than at 
a desk, making them hard to find. Office-based staff and managers can be 
lulled into believing that all is well on the communications front - e-mails are 
replied to, reports are written, presentations delivered – but it ’s also possible 
that the office has become a closed circle, a world unto itself.

Efficient communication is only as efficient as the means used to distribute 
it. And information is only useful when people know about it, know where to 
find it, and know what to do with it. A perfectly phrased and clear-sighted 
report on the hotel’s performance or a change to its marketing strategy will 
only be effective if it lands on the right desks and is communicated to everyone 
who needs to know.

Communication, like nature, abhors a vacuum and fills it up with rumour, 
complacency or discontent.  What communication really needs to be effective 
is energy. It needs to move in all directions: upwards, downwards and sideways. 
When it comes to a standstill, stalled in a file or languishing in an e-mail 
archive, its motive power is lost.

Judging what to communicate and who to communicate it is easier than it 
looks. The answer lies, unsurprisingly, in communication itself. Managers 
should make a point of stepping outside their own department and into another 
to establish dialogue across the entire hotel. The first step towards more open 
communications is to break down the walls between different sections of the 
organisation to see how each one works, what it contributes, and what it needs 
to know from the office along the way to perform successfully.

17

1
Collaborate – how does one part of the hotel 
affect another? Think of the hotel as a jigsaw 
puzzle: all the pieces matter, so find out how it all 
fits together.

2 Share - if information isn’t moving, it isn’t doing 
its job. Don’t let information silt up in a corner 
of the office but start it on its journey. 

3
Follow through – sending an e-mail may look 
and feel as if something has been communicated, 
but has the recipient read it? Understood 
it? Actioned it? Follow up with a visit to the 
department or a phone call (not another e-mail). 

4
Meet – setting aside time once or twice a 
week to meet and discuss hotel business is a 
perfect forum for information-sharing among 
departmental heads and managers. 

5
Cascade – team meetings and daily briefings bring 
everyone into the conversation. If there is information 
that needs to be cascaded through the staff structure, 
this is a good way to do it. Follow up with clearly 
written notices on the staff noticeboard.

Five ways to break out of the silo
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N obody said it was easy. If effective communication came naturally to 
everyone, it would be happening all the time – and we know that it 
doesn’t. But while there aren’t any shortcuts to overcoming barriers to 

communication, a useful first step is to identify what the barriers are. 

Most people are unperturbed by the idea of addressing a small group of people, 
say three or four. A dozen might be pushing at the limits of the comfort zone 
for some. A few individuals will be consummate performers and will relish the 
prospect of addressing a staff gathering of a hundred or more; others will be 
less assured. And there are some look bleakly on this scenario as the stuff of 
nightmares. 

There are plenty of strategies that can be employed to overcome these barriers. 
Strip the message down to its key components and rehearse them in your head. 
Use simple, jargon-free language that helps you avoid stumbling into thickets 
of subordinate clauses; you could be thrashing around in there for some time, 
while the core message is lost to you and to everyone listening. Breathe deeply 
and freely before, during and after giving your talk. In larger groupings, make eye 
contact with a few people to the left, right and middle to make sure everyone 
feels included – it’s a sure way to receive positive, non-verbal feedback. And don’t 
be afraid to use visual aids; a few bullet-pointed notes will be a valuable prompt.

Establishing good working relationships with team members and staff is a 
given. It’s not always straighforward. We can’t get on with all of the people 
all of the time, but the workplace demands that sometimes we have to find a 
way of accommodating those difficulties and overriding them. If the right 
conditions have been created for a good communication culture within the hotel, 
interactions between staff and colleagues will soon fall into place even in those 
working relationships that have previously been difficult. Engaging with staff, 
listening to them, and keeping everyone informed reinforces the team spirit.

One often overlooked barrier to communication is quite simply a surfeit of 
information. It can seem as if the flow never stops: memos, e-mails, newsletters, 
briefings, white papers, circulars, phone calls, bulletins – it adds up to quite a 
list. Take time to sift through the communications blizzard, and where possible, 
collaborate, delegate and take control.

Finally, nobody has the answer to everything. Not knowing the solution to a 
problem or the answer to a particular question is fine as long as the gap is filled. 
That’s what communication is for: to find out, to learn, and to inform.

21

1
Practice makes perfect. Whether addressing a 
large group of people or a small team, remember 
the point is not to deliver a flawless performance. 
If everyone gets the message and their questions 
are answered, it’s a success.

2
Keep it simple. Deliver information as directly 
as possible to avoid ambiguity or obscuring the 
key message. Jargon is always a turn-off and is 
dependably alienating; avoid at all costs.

3
Recognise difference. Don’t avoid it. Nobody gets 
on with everybody. Recognise those differences 
and communicate anyway – the barriers will 
soon start to soften and disappear.

4
Prioritise. Electronic communication is instant, 
but not every e-mail demands an instant 
response. Manage information overload with 
collaborative working across departments, 
delegating to team members, and prioritising 
communications.

5 Fill knowledge gaps. Use the strengths of the team and 
your colleagues to plug the gaps in your knowledge or 
expertise. 

Overcoming barriers in five steps
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Conclusion

Perfect, flawless communication probably only exists at the end of the 
rainbow. Language is a complex tool wielded by complicated beings, so it ’s 
not surprising that gaps open up and information falls between the cracks. 
Acknowledging this and tackling it, however, is the first step to establishing 
a flow of information between departments and staff to ensure a hotel’s 
continued success.

Establishing good communication is a little like opening the windows to let 
in fresh air. As it steals through the building, it lifts spirits, raises morale, 
performance improves, and everyone starts pulling together in the same 
direction. Like fresh air, you won’t see it. But everyone will know it’s there.
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The Luxury Academy are experts in 

Leadership Training for all levels of 

Supervisors and Managers. 
 

Find more information at 
www.luxuryacademy.co.uk
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