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INTRODUCTION

This master’s level course provides a comprehensive exploration of business
communication principles, with a special focus on applications in the hotel and
restaurant (hospitality) industry. Students will learn the theories, models, and skills
for effective communication in both professional workplace settings and public-
facing scenarios. Emphasis is placed on developing oral and written communication
competencies, understanding intercultural nuances, leveraging digital
communication tools, and enhancing customer service interactions in hospitality
contexts. Through lectures, discussions, case studies and practical exercises,
students will improve their ability to communicate clearly, ethically, and
persuasively with colleagues, customers, and stakeholders. The course also
integrates digital communication platforms and intercultural communication
strategies common in modern hospitality businesses.

Credits / Hours: 3 ECTS credits (90 hours total, including class contact and
independent study).

Course Objectives: by the end of the course, students will be able to:

- understand the role and importance of effective business communication in
achieving personal and organizational success, particularly in the hospitality
industry;

- identify and apply core principles of communication (including the “Seven
C’s”) to ensure clarity, conciseness, correctness and courtesy in professional
Interactions;

- analyze communication processes and barriers, and implement strategies
(gateways) to overcome those barriers for more effective information exchange;

- demonstrate strong interpersonal communication skills such as active
listening, non-verbal awareness, empathy and feedback, and understand their impact
on teamwork and customer service;

- communicate confidently in intercultural and international contexts,
adapting messages to diverse audiences and respecting cultural differences;

- utilize modern information and communication technologies (email, social
media, messaging platforms, video conferencing) to enhance internal and external
business communication in a hospitality setting;

- plan and conduct effective business discussions, meetings, and negotiations,
including preparation techniques and win-win negotiation strategies, with specific
insight into negotiations common in the hotel and restaurant sector;

- craft professional written communications (reports, proposals, emails,
business letters) and deliver compelling oral presentations or public speeches
relevant to hospitality business scenarios;

- handle conflict and crisis communication, such as responding to customer
complaints or public relations issues, with appropriate strategies to maintain
goodwill and protect organizational reputation;

- develop communication strategies that support leadership, employee
engagement, customer satisfaction and community relations in hospitality
enterprises.
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Competencies and Learning Outcomes: the course is aligned with the
educational competencies for Specialty J2 «Hotel and Restaurant Business and
Catering» Field of Study J «Transport and Services» EPP «Hotel and Restaurant
Business and Catering». By engaging with the course content and assessments,
students will develop the following:

Integral Competence: ability to solve complex research and innovation tasks
in hotel and restaurant business.

General Competencies (GC):

GC 1. Ability to act based on ethical considerations (motives).

GC 2. Ability to search, process, and analyze information from various sources.

GC 3. Ability to analyze, evaluate, synthesize, and generate new ideas.

GC 5. Ability to use information and communication technologies.

GC 7. Ability to make well-grounded decisions.

GC 8. Ability to work in an international context.

Special Competencies (SC):

SC 2. Ability to systematize and synthesize information to account for cross-
cultural features in the operation of hospitality and restaurant businesses.

SC 6. Ability to coordinate and regulate relationships with partners and
consumers.

Program Learning OQutcomes (PLOs):

PLO 2. Ability to communicate fluently, both orally and in writing, in
Ukrainian and English when discussing professional issues, research, and
innovations in the hospitality and restaurant industry.

PLO 10. Responsibility for forming an effective human resources policy in
hospitality and restaurant businesses, organizational communication, development
of professional knowledge, evaluation of the strategic development of the team,
recruitment, and motivation of personnel to effectively solve professional tasks.

PLO 12. Ability to clearly and unambiguously convey one's knowledge,
conclusions, and arguments to both specialists and non-specialists, including those
who are learning.




KEY TERMS AND DEFINITIONS

1. Definition of Communication

Communication is the process of exchanging information, ideas, emotions, and
intentions between individuals or groups through verbal, non-verbal, written, or
digital channels. It involves the transmission of a message from a sender to a receiver
with the intention of being understood, often accompanied by feedback to complete
the loop.

2. Business Communication

Business communication refers to the structured and purposeful exchange of
information within and outside an organization to support operational efficiency,
achieve organizational goals, and maintain professional relationships with
stakeholders. It encompasses both internal communication (among staff and
departments) and external communication (with clients, suppliers, partners, and the
public).

3. Communication Process Model

The standard communication process includes the following elements:

« Sender — initiates the message.

« Encoding — formulation of the message using symbols (language, images,
etc.).

« Message — the information being communicated.

« Channel — medium through which the message is transmitted (e.g., email,
face-to-face).

« Receiver — the person who receives and decodes the message.

« Decoding — interpretation of the message by the receiver.

« Feedback — response from the receiver to the sender.

«Noise — any interference that distorts or disrupts the message (e.g.,
distractions, misunderstandings, language barriers).

4. Forms of Communication

« Verbal (spoken or written language).

« Non-verbal (gestures, facial expressions, tone, posture).

« Formal vs. Informal (depending on organizational structure and context).

o Internal vs. External (within the organization or directed outward to clients
and partners).

5. Types of Business Communication

o Internal communication — upward, downward, and horizontal (peer-to-peer)
flows.

« External communication — interactions with clients, stakeholders, suppliers,
and media.

« Synchronous and asynchronous — depending on real-time vs. delayed
communication.

6. Purposes of Business Communication

o Informational — sharing facts and data.

« Persuasive — influencing attitudes or decisions.



o Instructional — providing guidelines or directions.

« Motivational — inspiring or engaging employees.

« Relational — building rapport, trust, and organizational culture.

7. Seven C’s of Effective Communication

A widely recognized framework that identifies the essential qualities of
effective communication:

o Clear — understandable and direct.

« Concise — brief and to the point.

« Concrete — specific and factual.

« Correct — accurate and free of errors.

« Coherent — logically organized.

« Complete — includes all necessary information.

« Courteous — polite and respectful.

8. Digital Communication

Refers to the use of digital technologies (e.g., email, social media, apps, video
conferencing) to facilitate communication. It enables faster, more flexible
interactions but requires digital etiquette, clarity, and sensitivity to tone and
audience.

9. Interpersonal Communication

Direct, person-to-person interaction that involves verbal and non-verbal
messages. It plays a vital role in teamwork, leadership, customer service, and
employee relations, especially in hospitality settings where emotional intelligence
and active listening are crucial.

10. Crisis Communication

A specialized form of communication used during emergencies or reputational
threats. It focuses on timely, transparent, and responsible messaging to reduce panic,
maintain trust, and guide stakeholders through the situation.

11. Message Framing

The way information is structured and presented to influence perception and
understanding (e.g., emphasizing benefits vs. avoiding risks).

12. Encoding / Decoding

Encoding — the process of turning thoughts into communication.

Decoding — interpreting the sender’s message and deriving meaning from it.

13. Channel Richness

The capacity of a communication medium to convey information effectively.
Face-to-face is considered a rich channel; email or text messages are leaner.

14. Feedback

The receiver’s response to the sender’s message. It closes the communication
loop and helps the sender assess message effectiveness.

15. Noise

Any external or internal factor that distorts or interferes with the transmission
or interpretation of a message (e.g., background noise, misunderstanding, emotional
distraction).

16. Non-Verbal Communication
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Transmission of messages without words - via facial expressions, gestures,
posture, tone of voice, eye contact, proxemics, etc.

17. Paralanguage

Vocal elements that accompany speech (e.g., pitch, tone, volume, speaking rate)
and affect the interpretation of the verbal message.

18. Cross-Cultural Communication

The process of recognizing and bridging differences in communication styles,
values, and expectations across cultures.

19. Interpersonal Communication

Two-way, person-to-person communication, which can be formal or informal,
verbal or non-verbal. Crucial for teamwork and customer interaction.

20. Internal vs. External Communication

Internal — messages exchanged within an organization (staff meetings, internal
memos).

External — messages directed to outside stakeholders (clients, suppliers, public).

21. Formal vs. Informal Communication

Formal — follows the official structure and hierarchy of the organization (e.g.,
reports, official letters).

Informal — more casual, spontaneous interactions (e.g., hallway chats, instant
messages).

22. Active Listening

A communication technique involving full attention to the speaker,
acknowledging understanding, and providing feedback to ensure clarity.

23. Communication Strategy

A planned approach to achieving communication goals - identifying audience,
key messages, channels, and timing.

24. Internal Branding

Communicating organizational values and mission internally to align
employees’ behavior with the brand promise.

25. Empathy in Communication

The ability to understand and share the feelings of another, a key element in
conflict resolution and customer service.

26. Intercultural Competence

The ability to communicate effectively and appropriately with people of other
cultures through awareness, knowledge, and skills.

27. Communication Audit

A systematic assessment of an organization’s internal and external
communication practices to identify gaps, strengths, and areas for improvement.

28. Customer-Centric Communication

A communication style that focuses on the customer’s needs, preferences, and
satisfaction, especially in hospitality contexts.

29. Guest Communication

All types of interaction between staff and guests - verbal, written, and non-
verbal. Includes greetings, information exchange, responses to requests, and
complaint handling.
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30. Service Interaction Protocol

Standardized rules of communicative behavior for staff during service
interactions (e.g., at reception, in a restaurant, during ordering). Aims to ensure
consistency, professionalism, and guest satisfaction.

31. Front-of-House Communication

Communication that occurs in guest-facing areas such as reception, dining

areas, and bars. Requires high emotional intelligence, politeness, and immediate
responsiveness.

32. Back-of-House Communication

Internal communication among staff in non-public areas (e.g., between kitchen
and wait staff). Critical for operational coordination and efficiency.

33. Complaint Communication Protocol

A structured approach and set of language guidelines used to professionally
receive, process, and resolve guest complaints while preserving loyalty and trust.

34. Pre-Arrival Communication

Messages sent to guests prior to their arrival (e.g., booking confirmation, arrival
instructions, welcome notes). This phase sets expectations and establishes early
impressions.

35. Check-In / Check-Out Communication

Routine interactions during guest arrival and departure. Includes providing
service information, explaining policies, and expressing appreciation.

36. Menu Communication

The process of presenting menu items, ingredients, dietary information, and
recommendations - often accompanied by persuasive verbal cues and non-verbal
hospitality gestures.

37. Cross-Departmental Communication in Hospitality

Communication between different hotel/restaurant departments (e.g., front
office <« housekeeping, kitchen « dining room) to ensure seamless guest service.

38. Hospitality Tone of Voice

The stylistic and emotional tone used in hospitality communication - friendly,
respectful, warm, and service-oriented.

39. Upselling and Suggestive Communication

Communication techniques used to offer additional products or services in a
polite and persuasive way (e.g., “Would you like to try our chef’s special dessert
today?”).

40. Non-Verbal Service Cues

Gestures, facial expressions, posture, and eye contact that convey attentiveness,
care, or disengagement - significantly influencing guest perception.

41. Guest Feedback Loop
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A system for collecting, processing, and responding to guest feedback - during
the stay (verbally) or post-stay (via reviews, surveys).

42. Hospitality Crisis Communication

Specific approaches to managing communication during emergencies or
reputational crises in hotels or restaurants (e.g., overbooking, health incidents, viral
complaints).

43. Service Recovery Communication

Communication aimed at restoring guest satisfaction after a service failure. It
involves acknowledging the problem, apologizing, offering a solution, and
following up - often turning a negative experience into a positive one.

44. Hospitality Communication Standards

Formal communication guidelines set by a hospitality organization to ensure
consistent messaging, tone, terminology, and guest interaction across all service
points.

45. Emotional Labor in Communication

The effort required by hospitality employees to display appropriate emotional
expressions (e.g., friendliness, patience) during guest interactions, even when under
pressure or stress.

46. Multilingual Communication

The ability of staff to communicate in multiple languages to accommodate
international guests. It may involve multilingual signage, translated materials, or use
of translation apps.

47. Guest Profiling and Personalization

The use of guest data to tailor communication and services to individual
preferences (e.g., preferred room type, dietary restrictions), enhancing the customer
experience.

48. Internal Communication Flow

The structured movement of information within a hospitality organization -
vertically (manager to staff), horizontally (peer to peer), or diagonally (cross-
departmental), ensuring efficiency and clarity.

49. Visual Communication in Hospitality

Use of visual elements such as signage, pictograms, digital screens, or visual
menus to guide guests and deliver information, especially useful in multicultural or
high-traffic environments.

50. Hospitality Communication Touchpoints

Key moments during the guest journey where communication occurs and
shapes the overall experience - e.g., reservation inquiry, welcome greeting, room
explanation, check-out, post-stay follow-up.
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COURSE SYLLABUS

Theme 1. Course Content and Objectives

1. The role of business communication in professional and public activities.
Understanding why effective communication is critical for managers and
professionals in any field, especially in service-oriented industries. Discuss how
communication drives workplace efficiency, team cohesion, and public engagement.

2. Definitions of communication and business communication. Key terms
and concepts — what constitutes «communication» and how «business
communication» extends to purposeful exchange of information in organizational
contexts.

3. The purpose of communication. Exploring various purposes (informing,
persuading, instructing, motivating, building relationships) and how clarity of
purpose guides the communication strategy.

4. The communication process. Elements of the communication process
(sender, message, encoding, channel, receiver, decoding, feedback, noise) and how
meaning is transmitted and potentially distorted. Introduction to basic
communication models (e.g. Shannon-Weaver linear model and the feedback loop
model).

5. Business communication in the professional activity of specialists and
managers in the hotel and restaurant sector. Specific examples of how hotel and
restaurant managers use communication in their daily work — from briefing staff and
interacting with guests to networking with partners and handling public events.

-

Message
Sender —)@—) —> Receiver
Channel

Figure 1. The cycle of communication process
The communication process is often depicted as a cycle involving a Sender who
encodes a message, a Receiver who decodes it, and a Feedback loop from receiver
back to sender. Noise (interruptions or distortions) can interfere at any stage. In
hospitality settings, managers must minimize noise (e.g., language barriers or
misunderstandings) and encourage feedback to ensure clear mutual understanding.
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Summary. Theme 1 lays the foundation by explaining what business
communication is and why it matters. Students learn that communication is a two-
way process of exchanging ideas, information, and feelings, involving a sender
transmitting a message through a channel to a receiver, with feedback completing
the loop. Effective communication is crucial in professional activities to coordinate
teams, make decisions, and achieve goals. In public activities, such as customer
service or community relations, good communication builds trust and company
reputation. The theme highlights that in hospitality, success largely depends on
communication: engaged employees and a free flow of information lead to smoother
operations and higher guest satisfaction. We also introduce the core components of
the communication process and basic models. Students will see how noise (e.g.,
distractions, misunderstandings) can disrupt messages, and how feedback helps
ensure the message was understood as intended. Finally, the theme connects these
concepts to hospitality by showing how hotel and restaurant managers rely on
communication for staff coordination, delivering quality service to guests, and
representing their business to the public.

Practical Session 1: Introduction to Business Communication

Discussion Topics: “Why Communication Matters in Hospitality.” Students
discuss real examples where effective communication improved a hotel or
restaurant’s operations or guest satisfaction, and cases where poor communication
led to problems. They also reflect on their own communication strengths and
weaknesses.

Practical Assignment: Communication Process Role-Play. In small groups,
students simulate a simple communication scenario (e.g. a manager giving
instructions to staff). They then identify the sender, message, channel, receiver, and
any noise or feedback in their role-play. Each group presents their analysis of what
helped or hindered clear communication in the scenario.

Case Study: “A Miscommunication in Room Service.” Students examine a
brief case where a guest’s request was misunderstood due to ambiguous wording
and lack of feedback. They analyze which part of the communication process failed
(e.g., encoding or decoding error) and propose how the staff could have
communicated differently to avoid the mix-up.

Self-Study Questions for Theme 1: Course Content and Objectives

1. What is the difference between general communication and business
communication?

2. Why is effective communication especially important in service-oriented
industries such as hospitality?

3. What are the main elements of the communication process, and how do they
interact?

4. How do purpose and context influence communication strategies?

5. What are common types of noise in business communication, and how can
they be reduced in the hotel and restaurant environment?
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6. How does feedback contribute to the effectiveness of the communication
cycle?

7. What are the key characteristics of communication in professional vs. public
activities?

8. What are the core models of communication (e.g., linear, transactional), and
how are they applied in real-life business situations?

9. How do hotel and restaurant managers apply communication skills in daily
operations?

10. How can poor communication negatively affect customer experience and
internal coordination?

11. What personal communication strengths and weaknesses can impact your
future professional performance?

12. How can communication help build a positive public image and reputation
for a hospitality business?

Interactive Assicnments for Theme 1: Course Content and Objectives
1. Matching Exercise — Elements of the Communication Process Instructions:
Match the communication element with its definition.

‘ Term H Definition

‘Sender ‘@‘The person who receives and interprets the message

l
‘Encoding‘@‘The medium used to deliver the message (e.g., email, speech) ‘
‘Message HThe idea or information that is being communicated ’
‘Channel ‘@‘The person who creates and sends the message ’
|
|
|

‘Receiver ‘B‘The process of transforming thoughts into a communicable form
@‘FeedbackHThe response given by the receiver to the sender
‘Noise “Any barrier or distortion that disrupts message clarity

2. True or False Quiz — Key Concepts

Instructions: Read the following statements and mark them as True (T) or False
(F).

e Business communication only takes place externally, between a company
and its customers.

e Encoding is the act of transforming a received message into thoughts.

e Feedback is optional in business communication and rarely affects
outcomes.

e Noise can be both physical (e.g., loud sounds) and psychological (e.g.,
misunderstanding).

e Effective communication leads to better teamwork and service quality in
hospitality.

e The Shannon-Weaver model includes feedback as an essential part of
communication.

3. Scenario-Based Challenge — Identify the Breakdown
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Scenario: A hotel guest calls reception to request a “wake-up call at 6.” The
receptionist misunderstands and books a taxi for 6 PM. The guest misses their
morning flight.

Task:

Identify the sender, message, receiver, and noise in this situation.

Where did the breakdown occur: encoding, decoding, or feedback?

How could this have been avoided?

¢ Students write a short analysis (100—150 words) and present their answer
in class or in groups.

4. Communication Strategy Simulation — “You’re the Manager!”

Instructions: Imagine you are the manager of a restaurant preparing for a VIP
event. Your staff must be clearly informed of the tasks and expectations.

Task:

Choose your communication channel(s) (e.g., verbal briefing, email, group
chat).

Clearly define your message purpose.

Write a sample message or outline you would use.

Predict what type of feedback you expect, and how you will manage
misunderstandings.

¢/ Students submit written versions or present in pairs.
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Theme 2. Business Communication and Organization Structure

1. Forms of communication. An overview of the forms and directions of
communication in organizations — verbal vs. non-verbal, oral vs. written, formal vs.
informal, and internal vs. external communications. Discussion of vertical
communication (top-down and bottom-up within the hierarchy) and horizontal
communication (peer-to-peer or across departments) in a company.

2. Barriers of business communication. Common obstacles that hinder
effective communication, such as language differences, cultural misunderstandings,
psychological biases, emotional factors, physical noise, information overload, and
organizational silos. Special emphasis on barriers prevalent in hospitality (e.g.
multilingual staff/guests, noisy environments in restaurants).

3. Principles of effective business communication. Core principles or “laws”
that improve communication, including clarity, conciseness, coherence, correctness,
completeness, courtesy, and consideration. Introduction to the Seven C’s of
communication (Clear, Concise, Concrete, Correct, Coherent, Complete, Courteous)
as a checklist for crafting messages.

4. Gateways to effective business communication. Strategies to overcome
communication barriers and enhance understanding. For example, active listening,
simplifying language, using visuals, confirming understanding (feedback),
emotional intelligence, and establishing open communication channels.

5. Gateways to effective communication in the Hotel and Restaurant
sector. Application of barrier-reduction strategies in hospitality. Discuss tactics like
multilingual signage or translation tools to overcome language barriers, cultural
sensitivity training for staff to handle diverse guest expectations, and using
technology (e.g., guest messaging apps) to facilitate clear communication with
customers.

6. Seven C’s of communication. In-depth look at each of the 7 C’s with
examples relevant to business and hospitality. For instance, “Courtesy” — using a
polite tone with guests, or “Conciseness” — being brief yet complete when giving
staff instructions so as not to overwhelm or confuse.

4 N\ BARRIERS AND GATEWAYS TO
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This figure 2 and 3 illustrates the main forms of business communication (oral,
written, verbal, non-verbal, formal, informal) and the directions in which
communication flows within hospitality organizations - vertical (top-down and
bottom-up) and horizontal (peer-to-peer or interdepartmental). It highlights how
communication supports coordination between managers, staff, and external
stakeholders within the complex structure of hotels and restaurants. The figure 3
presents common communication barriers (language differences, cultural
misunderstandings, psychological biases, information overload, physical noise),
alongside practical gateways to overcome them (active listening, simplified
language, feedback, visuals, digital tools, emotional intelligence). It emphasizes the
importance of adapting communication strategies in hospitality settings, where
multicultural and multilingual interactions are frequent and service dynamics are
fast-paced.

Summary. Theme 2 examines how communication flows within and beyond
an organization, and what can impede it. Students learn that businesses have both
internal communication (within the organization) and external communication (with
customers, suppliers, and the public). Within a hotel or restaurant company,
information moves vertically (manager to staff and vice versa) and horizontally
(peer-to-peer across departments). Each form (verbal, written, non-verbal, formal,
informal) has its place — for example, formal written memos for policies, versus
informal face-to-face chats to build team rapport. The theme then tackles
communication barriers: we discuss how noise, cultural/language gaps, unclear
organization structures, or even a loud restaurant environment can cause messages
to be lost or misunderstood. Notably, in hospitality, language differences and
cultural misunderstandings are among the most common barriers, potentially leading
to service mistakes or even offending behavior if not managed. Students are
introduced to the 7 C’s of effective communication — a set of principles to make
communication more effective and barrier-free. By striving to be clear, concise,
concrete, correct, coherent, complete, and courteous, communicators can
significantly improve understanding. The theme also outlines gateways (solutions)
to overcome barriers, such as using simpler language or visuals for clarity, verifying
understanding through feedback, and being culturally sensitive. We contextualize
these solutions in the hospitality sector — for instance, hotels might provide staff with
translation apps or cultural etiquette guides as gateways to overcome language and
cultural barriers. Ultimately, Theme 2 equips students with a diagnostic mindset: to
identify why a communication might fail and how to fix or prevent those issues using
best-practice principles.

Practical Session 2: Diagnosing and Overcoming Communication Barriers
Discussion: “Communication Breakdowns — Identify the Barrier.” Students
share examples from work or personal experience where communication failed. The
class discusses what barrier was at play (e.g., jargon, noise, cultural difference,
unclear structure) and collectively suggests how applying one of the 7 C’s or other
gateway strategies could have improved the situation.
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Group Exercise: Barrier Role-Play. Each group is assigned a scenario
involving a common barrier (e.g., a foreign guest and receptionist have a
misunderstanding due to language; or an email from management causes confusion
due to missing information). Groups role-play the scenario first demonstrating the
barrier, then replay it incorporating a “gateway to effective communication” that
resolves the issue (such as using clearer language or asking for feedback).

Case Analysis: “Hotel International: The Multilingual Staff Meeting.”
Students are given a short case describing a department meeting at a large hotel
where staff from different countries struggled to understand a new policy
announcement. In the case, idioms and technical terms created confusion, and some
employees didn’t voice their misunderstanding. Students analyze which of the 7 C’s
were violated and propose a plan for the manager to communicate the policy more
effectively (for example, by providing translated summaries or visual aids, and
encouraging questions to ensure completeness and clarity). They also consider how
technology (like an internal communication app with multiple language support)
could serve as a gateway to better understanding.

Self-Study Questions for Theme 2: Business Communication and
Organization Structure

1. What are the main forms of communication in organizations (e.g., verbal,
non-verbal, formal, informal)?

2. How does internal communication differ from external communication in a
hospitality business?

3. What is the difference between vertical and horizontal communication
flows?

4. What are the most common communication barriers in hotel and restaurant
operations?

5. How do cultural and language differences influence communication in
international hospitality settings?

6. What are the Seven C’s of effective communication, and why are they
important?

7. How can hospitality staff apply the Seven C’s in daily interactions with
guests and colleagues?

8. What role does active listening play in overcoming communication barriers?

9. Why is emotional intelligence important in effective communication within
hospitality teams?

10. How can technology help reduce communication barriers in a multilingual
and fast-paced environment?

11. What are some real-life examples of formal vs. informal communication in
hotels or restaurants?

12. How does open communication impact employee satisfaction and service

quality?

Interactive Assignments for Theme 2: Business Communication and
Organization Structure




19

1. Classification Task — Forms and Directions of Communication
‘ A — Type of Communication H B — Category ‘

‘1. Email from manager to staff Ha. Formal / Internal ‘

‘2. Greeting a guest with a smile Hb Non-verbal / Extemal‘

‘3. Feedback from a waiter to chefﬂc. Horizontal / Internal ‘

‘4. Brand newsletter to clients Hd Written / External ‘
‘5. Verbal staff briefing He. Oral / Internal ‘
Instructions:

Match each type of communication with its category.

2. Multiple Choice Quiz — Barriers and Solutions

Instructions: Choose the best answer for each question.

Q1. What is an example of a physical communication barrier in a restaurant?
a) Negative attitude

b) Misuse of words

c¢) Loud background music

d) Complex hierarchy

Q2. What strategy best helps overcome language differences?
a) Ignoring guest complaints

b) Simplifying instructions

c) Speaking faster

d) Avoiding guest interaction

Q3. Which of the following is not part of the Seven C’s of communication?
a) Conciseness

b) Cleverness

c) Coherence

d) Courtesy

Q4. What is an example of emotional intelligence in business communication?
a) Sending automated replies only

b) Avoiding eye contact

c) Recognizing a team member's stress and offering support

d) Ignoring non-verbal cues

3. Communication Breakdown Diagnosis — Case Exercise

Scenario:

A kitchen manager posts a written note: “All food must be checked before
serving.” A new staff member misunderstands and delays service, thinking each dish
needs managerial approval.

Task:

e Identify the communication barrier involved.

e Was the message complete and clear (based on the Seven C’s)?
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e Suggest how the message could have been improved (e.g., added visual cue
or clarification).
¢ Students write a 100—150 word reflection.

4. Group Simulation — Hotel Communication Flow Map

Instructions:
In small teams, create a diagram showing how communication flows during a

hotel check-in process, including:

¢ Vertical communication (between receptionist and manager)

e Horizontal communication (between housekeeping and reception)

e External communication (between staff and guest)

Task:

Label each communication type and form (oral, written, non-verbal)

Highlight possible barriers and propose gateways to overcome them (e.g.,
translation apps, feedback forms)

¢/ Each group presents their map and explains how to ensure communication
is effective across the workflow.
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Theme 3. Business Discussions and Negotiations

1. The concept of a business conversation, business talk, and business
negotiation. Defining different types of business dialogues — from informal
conversations and interviews to formal negotiations. Understanding what makes a
negotiation distinct (usually goal-oriented, involving two or more parties with
potentially differing interests seeking a mutually acceptable agreement).

2. Preparation for a business talk. The steps to prepare for an important
business discussion or negotiation. This includes researching your audience or
counterpart, setting clear objectives, determining your BATNA (Best Alternative to
a Negotiated Agreement) for negotiations, and preparing key messages or data to
support your position. Emphasis on preparation in hospitality context (e.g. preparing
for a meeting with a potential tour operator partner or a negotiation with a food
supplier).

3. Model for conducting productive business talks. Introducing structured
models or stages of a business negotiation or discussion — for example, opening
(rapport building), exploring interests, proposing solutions, bargaining, and closing
(reaching agreement). Learn techniques such as active listening, asking open-ended
questions, and using persuasive communication during each stage. Also cover
conflict resolution tactics (finding win-win outcomes, handling objections, and
maintaining professionalism).

4. Specifics of business negotiations in the Hotel and Restaurant sector.
(Added emphasis) Discuss common scenarios and considerations for negotiations in
hospitality. For instance, negotiating contract terms with vendors (food suppliers,
travel agents), discussing event hosting deals with corporate clients, or internal
negotiations like budget discussions between a hotel general manager and the
corporate office. Highlight any industry-specific factors (seasonal demand, service
quality standards, cultural hospitality norms) that may influence negotiation strategy
and communication style.

KEY ELEMENTS OF EFFECTIVE
BUSINESS NEGOTIATION

Research and \
strategy building

CLEAR

MESSAGING

Attentiye and EFFECTIVE Concise and
empathethic NEGOTIATION understandable

MUTUAL J
VALUE
CREATION

Finding win-
win solutions

G

Figure 4. Key Elements of Effective Business Negotiation

EMOTIONAL
CONTROL
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and patience
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This visual highlights the essential components of successful negotiation,
including preparation, active listening, clear messaging, emotional control, and
mutual value creation. The diagram illustrates how each element contributes to
building trust, resolving conflicts, and reaching win-win agreements, particularly in
hospitality settings such as event planning, vendor coordination, and client service
negotiations.

Business Negotiations
in Hospitality

Vendor Contracts Event Hosting Deals

Internal Budget Talks Industry Considerations

w
htdak 24 KI%E Seasonal
HOTER &demand
Service
e quality
=
Service 5: &

quality

)

Figure 5. Specifics of Business Negotiations in the Hotel and Restaurant Sector

This figure illustrates typical negotiation contexts in hospitality - from supplier
agreements and client event contracts to internal budget discussions - emphasizing
the role of seasonal dynamics, service expectations, and cultural norms in shaping
negotiation strategies.

Summary. Theme 3 delves into interactive communication skills required for
business discussions, meetings, and especially negotiations. The theme clarifies
what makes a business negotiation different from casual communication — it is
typically a structured conversation aimed at reaching an agreement where parties
have interdependent interests. Students learn that success in negotiations relies
heavily on communication abilities: clearly articulating one’s needs and offers,
while also listening and understanding the other party’s perspective. We stress the
importance of preparation: before entering a negotiation or important meeting,
effective communicators gather information, set objectives, and plan a strategy. For
example, a restaurant manager negotiating with a supplier would prepare by
knowing their price limits, quality requirements, and possible alternatives if the deal
falls through. The theme outlines a model for productive talks, which may include
stages like introduction, information exchange, proposal, bargaining, and closing.
At each stage, certain communication techniques are vital — e.g. using open
questions to uncover the other side’s underlying interests, or rephrasing and
summarizing to ensure understanding. We also discuss how to handle disagreements
or conflicts through calm, solution-focused dialogue rather than argument. An
important insight for students is that negotiations are not about winning at all costs,
but about finding a mutually beneficial outcome, especially in hospitality where
maintaining long-term relationships (with suppliers, clients, or employees) is
crucial. We contextualize this with hospitality examples: negotiating a group
booking rate with a corporate client requires not just a good price, but also
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understanding the client’s needs (like conference facilities, catering), and
communicating the value the hotel offers. Industry specifics like cultural etiquette
can play a role — for instance, negotiations in some cultures might expect a certain
formal courtesy or indirect communication style. By the end of the theme, students
appreciate that whether it’s a staff meeting to solve a problem or a high-stakes
contract negotiation, following a clear process and employing strong interpersonal
communication skills leads to more productive discussions and agreements.

Practical Session 3: Negotiation and Discussion SKkills

Discussion: “The Art of Negotiation — Listening vs. Talking.” Students debate
what makes a negotiator effective. Prompt questions: How important is listening in
a negotiation compared to speaking? What communication behaviors build trust
during a business talk? The discussion will reference cultural differences — for
example, students consider how communication styles might differ when
negotiating with partners from different countries (some might value directness,
others diplomacy).

Role-Playing Exercise: “Negotiation Simulation — Banquet Event Deal.”
Students pair up or form small groups to simulate a negotiation between a hotel sales
manager and a client planning a large event. One side has a budget limit and specific
needs; the other has revenue targets and constraints. They conduct a mock
negotiation for about 15-20 minutes. Afterwards, they receive feedback on their
communication: Did they clearly express their offer? Did they ask questions to
understand the other party’s needs? How did they handle objections or pushback?
This helps practice preparation (each side must develop a mini strategy) and
execution of a structured business talk.

Case Study & Analysis: “Vendor Negotiation Gone Wrong.” A case is
presented where a restaurant owner attempted to negotiate with a new food supplier
but the discussion became heated and fell apart. Factors included poor listening, one
party using an aggressive tone, and failure to find common ground. Students work
in teams to identify communication mistakes in the case (e.g., interrupting, not
acknowledging the other’s concerns, making ultimatums). Each team then outlines
how they would redo the negotiation using better communication approaches — for
instance, starting with some rapport-building conversation, clearly stating needs and
constraints, using a calmer tone, and proposing win-win ideas (like a trial period for
the supplier). Teams share their plans, highlighting the communication techniques
that would likely lead to a more positive outcome.

Self-Study Questions for Theme 3

1. What distinguishes a business negotiation from a regular conversation or
meeting?

2. What are the key steps in preparing for a business negotiation?

3. What is BATNA and why is it important in negotiations?

4. What are the typical stages of a business talk or negotiation?

5. How can active listening and open-ended questions enhance negotiation
effectiveness?
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6. What role does emotional control play during business discussions?

7. What are common negotiation mistakes in hospitality, and how can they be
avoided?

8. How can you build rapport at the beginning of a business meeting?

9. Why is it important to identify mutual interests during a negotiation?

10. How does cultural etiquette influence negotiation style in international
hospitality?

11. What communication skills help resolve conflict during business
negotiations?

12. How can a win-win approach benefit long-term hospitality partnerships?

Interactive Assignments for Theme 3
1. Classification Task — Stages of a Business Talk

’ A — Stage H B — Description ‘
’ 1. Opening H a. Greeting and building rapport ‘
’ 2. ExplorationH b. Sharing concerns and needs of each party ‘
‘ 3. Proposal H c. Offering specific terms and solutions ‘
‘ 4. Bargaining H d. Adjusting terms and resolving disagreements‘
‘ 5. Closing H e. Final agreement and action planning ‘

Instructions: Match each stage of negotiation with the correct description.

2. Multiple Choice Quiz — Negotiation Preparation and Tactics
Q1. What is BATNA?

a) Best approach to negotiation analysis

b) Best alternative to a negotiated agreement

c) Bargaining authority and timing not allowed

d) Business agenda to negotiate agreement

Q2. What is a good first step in preparing for a business meeting?
a) Book the venue

b) Ask for feedback

c) Research the other party

d) Bring food

Q3. What is one sign of effective active listening during negotiation?**
a) Repeating every word

b) Responding quickly

c¢) Nodding and summarizing key points

d) Asking no questions

Q4. What is the goal of a win-win negotiation?
a) One side wins completely
b) The negotiation ends quickly
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c) Both parties feel satisfied with the outcome
d) Avoiding any compromise

3. Scenario-Based Role Play — “Negotiating a Catering Contract”

Scenario: A corporate client wants to host a banquet at your restaurant. They
have a fixed budget and specific dietary preferences. You want to uphold profit and
service quality.

Task:

e Assign one student as the client, one as the manager.

e Each prepares a short list of priorities and limits.

e Conduct a 10-minute mock negotiation.

e Peers give feedback on:

- Was the messaging clear?
- Were interests explored?
- Was a win-win solution reached?

¢/ Each student writes a 100—150 word reflection on the experience.

4. Conflict Resolution Simulation — Case Analysis

Case: A hotel manager and department head disagree on budget use. The
manager demands cuts; the head argues for service investment.

Task:

e Role-play in pairs.

e Identify each side’s interests.

e Use communication tools (e.g., summarizing, reframing) to resolve.

e Reflect: What helped de-escalate the tension?

¢ Each pair summarizes the outcome and strategies used.
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Theme 4. Interpersonal Communication Skills and Non-Verbal Cues

1. Interpersonal communication and emotional intelligence. Understanding
one-on-one communication dynamics. Topics include empathy, rapport, building
trust, and the role of emotional intelligence (recognizing and managing one’s own
and others’ emotions) in communication. How strong interpersonal skills improve
teamwork and customer interactions in hospitality (e.g. a manager coaching an
employee, or a front-desk agent comforting a frustrated guest).

2. Active listening and feedback. Techniques for effective listening — giving
full attention, using body language and verbal prompts to show you are listening,
and providing feedback or paraphrasing to confirm understanding. Discussion of
barriers to listening (e.g., distractions, preconceived notions) and how to overcome
them. Students learn that listening is as important as speaking in business
communication, especially for resolving issues and making others feel valued.

3. Non-verbal communication. Exploration of how body language, facial
expressions, eye contact, gestures, posture, and tone of voice convey messages, often
subconsciously. We cover how to interpret others’ non-verbal cues and how to align
your own non-verbal signals with your intended message (congruence). For
instance, maintaining eye contact and an open posture to project confidence and
attentiveness when speaking to guests or colleagues.

4. Professional etiquette and paralanguage. Guidelines on professional
etiquette in communication (greetings, polite forms of address, turn-taking, etc.) and
awareness of paralanguage (tone, pitch, pace of speaking). In hospitality, using a
polite tone and courteous language (saying “please”, “thank you”, addressing
customers as Sir/Madam or by name appropriately) is part of delivering excellent
service.

S. Interpersonal communication in hospitality settings. Applying these
skills to specific contexts like customer service encounters, performance feedback
discussions with staff, networking events, and conflict situations. Emphasize
cultural differences in interpersonal communication — e.g., appropriate personal
space or touch (handshakes, bows) and how certain gestures or eye contact norms
differ across cultures.

Interpersonal Emotional
Communication Intelligence
INTERPERSONAL

COMMUNICATION SKILL

Figure 6. Interpersonal Communication and Non-Verbal Cues in Hospitality
Settings
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This infographic illustrates four essential aspects of interpersonal
communication in the hotel and restaurant sector: (1) Emotional Intelligence —
understanding and managing emotions in oneself and others to build rapport and
trust; (2) Active Listening — using verbal and non-verbal feedback to demonstrate
attention and confirm understanding; (3) Non-Verbal Communication — interpreting
and applying body language, facial expressions, gestures, and posture to align with
spoken messages; (4) Professional Etiquette and Paralanguage — demonstrating
respectful behavior, polite language, and appropriate vocal tone. These elements are
critical for effective teamwork, guest interaction, conflict resolution, and service
excellence in multicultural and fast-paced hospitality environments.

Summary. Theme 4 focuses on the human element of communication — the
skills needed to connect with others on an interpersonal level beyond just the words
spoken. Students learn that effective communicators are not only good speakers, but
also excellent listeners. Active listening is taught as a skill: maintaining eye contact,
nodding or giving small verbal acknowledgements, avoiding interrupting, and
summarizing what the other person said to ensure understanding. This skill is crucial
in hospitality where understanding a guest’s needs or an employee’s concern can
make the difference in service quality. The theme also underscores the power of non-
verbal communication — the “silent language” of posture, facial expression, and tone.
A large percentage of meaning in face-to-face communication comes from non-
verbal cues; for example, a warm smile and friendly tone at a reception desk can
make a guest feel welcome even if words are routine. We cover examples of positive
body language (open posture, facing the person, appropriate nodding) and negative
signals (crossed arms signaling defensiveness, looking at a watch implying
impatience). Students are reminded that in high-contact sectors like hospitality, zow
you say something can be as important as what you say. Emotional intelligence is
introduced as a framework for interpersonal communication — being aware of
emotions and using that awareness to communicate more effectively (for instance,
calming yourself when angry, or detecting when a colleague is upset and responding
with empathy). We connect this to hospitality scenarios: a manager might need to
give constructive feedback to a staff member — doing so with empathy and careful
tone (and reading the employee’s non-verbal reactions) will yield better results.
Professional etiquette, such as polite forms of address and turn-taking in
conversation, ensures respect and clarity in business settings. Additionally, we
highlight that cultural norms affect interpersonal communication. Gestures or eye
contact that are normal in one culture might be offensive or unusual in another. For
example, making direct eye contact is seen as confident in Western cultures but
might be viewed as rude in some Asian cultures — thus hospitality professionals
should be sensitive and adaptable. By mastering interpersonal and non-verbal skills,
students will be able to build positive relationships with coworkers, effectively
resolve conflicts, and deliver exceptional customer service.

Practical Session 4: Listening and Body Language Workshop
Interactive Exercise: “Active Listening Drills. ” Students pair up. One student
speaks for 2 minutes about a neutral topic (e.g., a past travel experience or work




28

day), while the other practices active listening (no interruptions, uses confirming
phrases like “I see,” and then paraphrases key points back). Then they swap roles.
Afterward, each gives feedback on how it felt — was their partner truly listening?
This exercise reinforces listening habits and the feeling of being heard.

Non-Verbal Awareness Game: The instructor displays images or short video
clips muted, showing people in various interactions. Students must interpret the non-
verbal communication — what emotions or attitudes are being conveyed? (For
example, a photo of a receptionist with arms crossed and minimal eye contact —
students might say the person appears disinterested or defensive). Then discuss how
they would adjust their own body language in a similar situation to convey a more
positive message (e.g., uncross arms, smile).

Role-Play Scenarios: “Difficult Customer, Calm Response.” In small groups,
students role-play a scenario where a guest is upset at the front desk due to a booking
error. One student plays the guest (who may display anger, frustration non-verbally
by tone and gestures), another plays the employee. The employee must use their
interpersonal skills: active listening (e.g., “I understand this is frustrating for
you...”), empathy, and calm non-verbal cues (open posture, concerned facial
expression) to defuse the situation. After the role-play, the group discusses what
non-verbal signals and listening techniques helped de-escalate the conflict.

Group Discussion: “Cultural Etiquette in Person.” Each group is assigned a
culture (e.g., Japanese, French, Arab, American) and asked to quickly research or
share known etiquette differences for interpersonal communication (greetings,
personal space, gestures, eye contact). They then present one tip to the class (e.g., in
Japan a slight bow is customary, avoid overly vigorous handshakes; in some
cultures, lots of hand gestures are normal, in others minimal gestures are preferred).
This reinforces that effective interpersonal communication in a global industry
requires adaptability to cultural norms.

Self-Study Questions for Theme 4

1. What is interpersonal communication, and how does it differ from mass or
group communication?

2. How does emotional intelligence support effective communication in
hospitality?

3. What are the key components of active listening, and why are they
important?

4. What are some common barriers to effective listening, and how can they be
overcome?

5. How does non-verbal communication complement or contradict verbal
messages?

6. What types of body language are considered positive and professional in
hospitality?

7. How can mismatched non-verbal cues lead to misunderstandings in guest
service?

8. What is paralanguage, and how does it affect the tone of communication?

9. Why is professional etiquette critical in hotel and restaurant communication?
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10. How do cultural differences influence interpersonal communication styles
(e.g., eye contact, gestures)?

11. How can hospitality professionals use non-verbal cues to show empathy
and attentiveness?

12. What interpersonal communication skills are most valuable in resolving
conflicts with guests or colleagues?

Interactive Assignments for Theme 4
1. Classification Task — Verbal vs. Non-Verbal and Etiquette

‘ A — Communication Behavior H B — Category

‘1. Saying “Welcome, Mr. Smith” Ha. Verbal / Professional Etiquette

‘3. Using a calm, polite tone Hc Paralanguage / Hospitality Norm

‘4. Giving full attention and noddinng. Active Listening / Non-Verbal Cue

|
|
‘2. Smiling when greeting a guest Hb Non-Verbal / Positive Signal ‘
l
|

‘5. Shaking hands firmly He. Non-Verbal / Cross-cultural Etiquette

Instructions: Match each communication behavior with its correct category.

2. Multiple Choice Quiz — Non-Verbal and Listening Skills
Q1. Which of the following is an example of paralanguage?
a) Eye contact

b) Handshake

c¢) Tone and pitch of voice

d) Email format

Q2. What is an example of poor listening behavior?
a) Maintaining eye contact

b) Interrupting before the speaker finishes

c) Asking clarifying questions

d) Summarizing speaker’s points

Q3. How can you show empathy through body language?
a) Avoid eye contact

b) Cross your arms

c¢) Nod and lean slightly forward

d) Turn your back while speaking

Q4. What should a hotel receptionist do when a guest looks visibly frustrated?
a) Ignore the cues and continue routine

b) Smile, make eye contact, and speak calmly

c) Speak loudly to gain attention

d) Leave and call a manager

3. Case-Based Reflection — Misinterpreted Non-Verbal Cues
Scenario:
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A guest approaches the front desk. The receptionist is tired, avoids eye contact,
and gives short responses. The guest feels ignored and leaves a negative review.

Task:

eIdentify what non-verbal signals created misunderstanding.

eWhat emotions might the guest have interpreted from the receptionist’s
behavior?

eSuggest how the receptionist could have aligned their body language and tone
with professional service expectations.

/’ Write a short reflection (100—150 words).

4. Role-Play Simulation — Handling a Difficult Guest with Empathy

Instructions:

In pairs, one student plays the role of a frustrated hotel guest, and the other 1s
the front-desk agent.

Steps:

eThe “guest” explains their complaint using emotional language.

eThe “agent” applies active listening and non-verbal cues (e.g., open posture,
eye contact, calm tone) to de-escalate the situation.

e After the role-play, both reflect:

Questions:

- Did the “agent” demonstrate empathy and professionalism?

- Which non-verbal signals were effective?

- How could the response be improved?

¢/ Students submit a reflection or present their feedback to the class.



31

Theme 5. Written Business Communication and Correspondence

1. Principles of effective writing. Key qualities of effective business writing
— clarity, brevity, correctness, and professionalism. Emphasis on using proper
grammar and vocabulary, avoiding jargon when writing to those outside your field,
and structuring messages logically (with an introduction, body, conclusion or call-
to-action as appropriate).

2. Common forms of business correspondence. Overview of formats and
best practices for emails, business letters, memos, reports, and proposals. For each
form, discuss the typical structure and tone. For example, an email should have a
clear subject line, a polite greeting, concise body, and a courteous closing. A formal
letter might require company letterhead and a standard format. Reports and
proposals need an executive summary, clear headings, and possibly visual aids
(charts/tables).

3. E-mail and digital etiquette. Specific focus on email communication —
using informative subject lines, replying promptly, proofreading to avoid errors,
using proper salutations and signatures. Also cover etiquette for other digital written
channels like instant messaging (maintaining professionalism on tools like Slack or
WhatsApp used internally) and social media posts when representing a business.

4. Writing in the hospitality context. Tailoring written communication for
hotel and restaurant operations. This includes writing policies & SOPs (standard
operating procedures) in clear language for staff manuals, drafting guest
communications such as booking confirmations or apology letters, and composing
promotional content (flyers, menus, website text) with a persuasive yet customer-
friendly tone. Considerations for bilingual or multilingual written materials common
in hospitality (e.g., providing translations or universally understood icons).

5. Document design and clarity.Tips on making written documents easy to
read — using bullet points or numbered lists for steps (as in an event checklist or
training document), headings and subheadings for structure, and visual design
elements like adequate spacing and readable fonts. This also involves understanding
how to present data in writing (through tables, charts, or infographics) for reports.

6. Professional tone and politeness in writing. How to convey the appropriate
tone - whether formal, neutral, or friendly - depending on the audience and purpose.
For instance, internal memos can be slightly less formal than external letters to
partners. In hospitality, written responses to customer inquiries or complaints should
be polite, positive, and solution-oriented (even if the message conveys a denial or
policy). We also discuss how to soften negative news in writing (using tactful
language) and the importance of cultural sensitivity in written communication
(avoiding idioms or humor that might not translate well).
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Figure 7. Essentials of Written Business Communication in Hospitality

This figure illustrates the core components of effective written communication
in the hotel and restaurant industry. It highlights six key areas: writing principles
(clarity, conciseness, correctness), types of business documents (emails, letters,
reports), digital etiquette, hospitality-specific writing (SOPs, guest messages),
document design (structure and readability), and tone (professionalism and cultural
sensitivity). The figure emphasizes the importance of audience awareness, logical
structure, and polite, purpose-driven language for maintaining service quality and
brand reputation.

Summary. Theme 5 moves from spoken to written communication, an
essential skill for any business professional. Students learn that effective business
writing is clear, concise, and courteous — echoing the 7 C’s principles in the written
medium. We examine common forms of business documents: from the brevity of an
email to the depth of a formal report. The theme stresses that writing in a business
context should get the message across unambiguously. For example, an internal
memo about a new company policy should be straightforward and precise to avoid
any confusion among employees. Similarly, an email to a client confirming a
booking needs to contain all relevant details (dates, prices, policies) in a well-
organized manner. We cover email etiquette in detail because email is ubiquitous:
students are reminded to use professional salutations (“Dear Mr. Smith” or “Hello
Team,” as appropriate), and to be mindful of tone since the reader can’t hear your
voice — what sounds friendly in person could come off as rude or curt in writing
without tone-of-voice cues. The theme also highlights the use of proper channels:
not every situation requires a meeting; some “this could have been an email”
moments are best handled in writing, whereas sensitive issues might require face-to-
face communication.

We give special attention to writing tasks in hospitality. For instance, drafting
a standard email template for reservation confirmations that includes all necessary
information in a polite tone, or writing a letter responding to a guest complaint where
empathy and a promise to resolve the issue need to be conveyed. Students also
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consider multilingual aspects — a large hotel may have to produce written materials
in multiple languages or ensure their English is simple enough for non-native
speakers (clear and concrete wording, avoiding slang and complex idioms).

The theme covers how to format documents professionally, such as using bullet
points (like in this syllabus!) to improve readability, which is useful for checklists
or instructions given to staff. Visual clarity is important — a cluttered, long block of
text can lose the reader, so breaking content into digestible sections is advised.

By practicing writing, students see that tone in writing must be chosen
carefully: hospitality communications often aim for a warm and welcoming tone to
align with the service culture, even in writing. For example, a welcome letter in a
hotel room from the manager should be cordial and appreciative. On the other hand,
a contract or formal letter has to be more formal and precise. Students learn
techniques for delivering bad news in writing with tact (such as sandwiching
negative news between positive statements, and offering alternatives or help).
Throughout, the message is that written communication, when done well,
strengthens professionalism and avoids costly misunderstandings in business.

Practical Session S: Business Writing Clinic

Writing Exercise: “Email Makeover.” Each student is given a poorly written
email example (e.g., one with a vague subject, unorganized content, or
unprofessional tone addressing a complaint). Their task is to rewrite it following best
practices: make the subject clear, organize content with maybe a bullet list of key
points, use a courteous tone, and correct any grammar issues. Volunteers read their
improved versions and the class discusses the changes.

Peer Review Workshop: Students write a short piece during class — for
example, a response to a guest who emailed with a complaint that their room was
noisy. They must acknowledge the issue, apologize, and explain how they’ll address
it (maintaining a professional and empathetic tone). Then, in pairs, they swap letters
and use a checklist (clarity, tone, completeness, etc.) to give feedback to each other,
noting strengths and suggestions for improvement.

Formatting Challenge: “Polish the Policy.” Groups receive a rough draft of
a hospitality company policy (one paragraph blob of text with multiple ideas
jumbled). They must reformat it into a clearer written document: add a heading,
break it into bullet points or numbered steps, and ensure the language is concise. For
instance, a safety procedure for the kitchen might be reformatted into a step-by-step
list. Groups present the before-and-after, explaining how their formatting and
wording changes make the information more reader-friendly.

Case Scenario: “Social Media Post vs. Formal Letter.” The class is split into
two teams. Both teams address the scenario that a hotel is announcing a temporary
closure for renovations. Team A drafts a short social media post conveying this news
to the general public and past guests (requiring an upbeat, brief tone), while Team B
drafts a formal letter or email to corporate partners/tour operators about the closure
(more detailed and formal). They then compare how the messaging and tone differ
for the two formats and audiences. This highlights adapting written communication
to context.
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Self-Study Questions for Theme 5

1. What are the key characteristics of effective business writing?

2. How does the structure of an email differ from a formal business letter?

3. What are the essential parts of a professional email?

4. Why is clarity important in hospitality-related documents such as SOPs or
guest letters?

5. How does digital etiquette influence the perception of professionalism?

6. What writing mistakes should be avoided in customer-facing messages?

7. What is the purpose of an executive summary in a business report or
proposal?

8. How can formatting tools (e.g., headings, bullet points) enhance document
clarity?

9. How can bilingual or multilingual hospitality environments influence
written communication?

10. What tone should be used when writing an apology letter to a
dissatisfied guest?

11. How does social media writing differ from internal business
communication?

12. Why is cultural awareness important when writing business
correspondence?

Interactive Assignments for Theme 5
1. Classification Task — Types of Business Writing

’ A — Written Form H B — Purpose and Style

’1. Email to supplier confirming delivery Ha. Professional / Brief & Polite

‘2. Memo to kitchen staff with hygiene remindersHb. Internal / Instructional

’4. Social media post promoting brunch menu Hd Public / Persuasive & Friendly

|
|
|
’3. Apology letter to a guest Hc External / Formal & Courteous ‘
}

’5. Proposal for a catering contract He. Structured / Formal Business Document

2. Multiple Choice Quiz — Writing Principles and Etiquette

Q1. What is one of the main qualities of effective business writing?
a) Using complex vocabulary

b) Being humorous

c¢) Clarity and correctness

d) Writing in all capital letters

Q2. Which of the following is considered poor email etiquette?
a) Starting with a professional greeting
b) Writing long, unstructured paragraphs
¢) Including a clear subject line
d) Signing off politely
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Q3. What should a business letter include that an internal memo may not
require?

a) Informal tone

b) Company letterhead and address

c) Bullet points

d) Instant messaging style

Q4. Which element improves readability in a staff procedure document?
a) Fancy fonts

b) Paragraphs without headings

c) Numbered lists or bullet points

d) Long narrative blocks

3. Case-Based Reflection — Writing to Resolve a Complaint

Scenario:

A guest emailed the hotel about a billing error. The hotel staff replied with:
“Sorry, our mistake. We’ll fix it.”

The guest didn’t feel the response was professional or sincere.

Task:

¢ Identify what was missing in the written reply (e.g., tone, structure, empathy).

e Rewrite the message using appropriate language, format, and tone.

e Reflect on how written communication affects guest perception.

¢/ Write a 100—150 word professional response and short reflection.

4. Hospitality Writing Simulation — Drafting Guest Correspondence

Instructions:

Students choose one of the following hospitality writing tasks:

a) Write a booking confirmation email.

b) Write a letter apologizing for a room issue.

c) Write a social media caption for a new seasonal menu.

d) Write an SOP instruction for housekeeping staff.

Each piece must include:

e Proper structure and tone

e Clear and polite language

e Hospitality context (e.g., guest name, service standards)

¢ Students present their written piece to the class or submit it for peer
feedback.
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Theme 6. Digital Communication and Communication Technologies

1. Digital channels in business communication. An overview of modern
digital communication tools used in organizations: email, instant messaging (Slack,
Microsoft Teams, etc.), video conferencing (Zoom/Skype), collaborative platforms,
corporate social media, and project management communication tools. How these
have changed the speed and style of business communication (e.g., more informal
quick exchanges on chat, reliance on visuals/emojis, etc.).

2. Social media and online presence. How businesses communicate with the
public through digital platforms — corporate social media accounts (Facebook,
Instagram, Twitter, LinkedIn), blogs, and websites. Discuss best practices for
maintaining a professional and positive online voice, engaging with customer
comments/reviews, and the role of social media in marketing communication for
hospitality (showcasing hotel amenities, responding to guest reviews on
TripAdvisor, etc.).

3. Digital communication in the hospitality workplace. Specific uses of
technology in hotels/restaurants: internal staff communication apps (for example,
apps that connect front-desk, housekeeping, and maintenance in real time), digital
signage for internal notices or guest information, online booking and reservation
systems communications (automated emails or SMS to guests), and use of
tablets/mobiles for orders. Highlight how unified communication systems can
improve efficiency (e.g., a message from a guest via the hotel app immediately alerts
the relevant staf¥).

4. Challenges of digital communication. Issues such as information overload
(constant emails and messages leading to stress), lack of personal touch or
misinterpretation in text-only messages, digital divide (not everyone being equally
tech-savvy), and the need for data security and privacy in business communications
(especially when handling customer data or confidential info online).

5. Virtual meetings and conferencing skills. With remote work and global
teams, the ability to communicate via video calls is crucial. Cover etiquette for
virtual meetings — ensuring good audio/video, speaking clearly, avoiding
multitasking, and using features like screen-sharing effectively. Also, how to keep
virtual team communication inclusive (like involving remote staff in discussions).

6. Adapting communication style to the medium. Understanding that a
message should be tailored depending on whether it’s sent via email, chat, or said in
a video call. For instance, urgent or complex matters might be better discussed via a
quick call rather than a long email chain. Conversely, routine updates can be
communicated via a central digital bulletin or platform to avoid unnecessary
meetings. In the hospitality context, knowing when to switch from an email to a
phone call with a client (maybe to add a personal touch or resolve an issue faster) is
a valued skill.

7. Digital communication trends in hospitality. A look at current and
emerging trends such as Al chatbots for customer service on hotel websites, use of
WhatsApp or messaging apps for concierge services, virtual reality tours for event
sales, and the increasing importance of online reviews and prompt digital responses.
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Emphasis on how hospitality professionals need to be adept at using these tools to
meet guest expectations for quick, tech-enabled communication.

DIGITAL COMMUNICATION AND
COMMUNICATION TECHNOLOGIES

DIGITAL CHANNELS SOCIAL MEDIA
IN BUSINESS COMMUNICATION AND ONLINE PRESENCE

o

DIGITAL COMMUNICATION CHALLENGES OF
IN THE HOSPITALITY DIGITAL COMMUNICATTION

WORKPLACE

& -,m i
| tnal’
o

VIRTUAL MEETINGS AND DIGITAL COMMUNICATION
CONFERENCING SKILLS TRENDS IN HOSPITALITY

Figure 8. Digital Communication in Hospitality: Tools, Challenges & Trends

This infographic illustrates the key components of digital communication in the
hospitality industry, highlighting modern tools (email, messaging apps, video
conferencing), applications in hotel and restaurant operations (guest messaging, staff
coordination), and emerging trends like Al chatbots and social media marketing. It
also addresses challenges such as information overload, data privacy, and
communication etiquette in virtual meetings, emphasizing the importance of
professionalism and adaptability across digital platforms.

Summary: Theme 6 addresses how technology has become integral to business
communication. In today’s hospitality industry, digital communication is
everywhere — from a manager emailing daily reports, to staff coordinating via mobile
apps, to hotels marketing on Instagram. Students learn about the wide array of digital
channels and their appropriate usage. For example, instant messaging platforms
allow quick team coordination but might not be ideal for lengthy discussions or
sensitive topics. We also stress maintaining professionalism across digital media:
just because a chat is informal doesn’t mean it should be sloppy or rude; etiquette
still applies (no typing in all caps, using respectful language, etc.).

The theme highlights that effective digital communication can streamline
operations. A case in point: some modern hotels use internal apps that connect all
departments, so if a guest requests extra towels via a chatbot, housekeeping is
instantly notified on their device — reducing response time and improving guest
satisfaction. However, reliance on tech brings challenges: miscommunication can
occur without tone or body language cues in text, so one must write carefully to
avoid misunderstandings. Additionally, workers may feel overwhelmed by constant
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notifications (hence the need for setting some communication norms, like not
expecting replies at midnight, etc.).

In the realm of social media, we discuss how hotels and restaurants curate their
online presence. Students consider examples of good social media communication
— engaging storytelling posts, prompt and polite responses to online reviews — versus
bad examples (arguing with a customer publicly or posting inappropriate content).
A key lesson is that digital communications are often public and permanent, so one
must be cautious: a frustrated tweet can damage a brand if not handled properly.
Crisis communication nowadays often starts online, so knowing how to manage and
respond on digital platforms is vital.

Virtual meetings and remote communication skills are also covered, which
became especially prominent with recent global shifts (e.g., during the COVID-19
pandemic many hospitality teams coordinated remotely or conducted virtual client
sales calls). Students get tips for making the most out of video conferencing —
treating it as real professional meetings (with preparation, attentiveness, and clear
speaking) albeit through a screen.

Finally, the theme touches on new trends — for instance, the rise of Al chatbots
answering FAQs for hotels, which requires professionals to set the right tone and
content for these automated messages. Or how messaging apps (like a hotel’s
WhatsApp concierge) create new channels to manage. The overarching message is
that hospitality communicators must be flexible and digital-savvy, using the right
tool for the right message and maintaining effective communication across all these
platforms.

Practical Session 6: Embracing Digital Communication

Tech Demo and Discussion: The class will look at an example hospitality team
communication app (if available, or a case description). For instance, demonstrate
how a front office might use a shared Trello board or a dedicated hotel operations
app to communicate guest requests, maintenance issues, etc. Students discuss the
pros and cons they observe — e.g., “This seems efficient for tracking tasks, but does
it reduce face-to-face interaction too much?”

Email vs. Chat Activity: Students are given various brief scenarios (e.g., “You
need a quick answer from IT about the Wi-Fi password,” or “You have to explain a
detailed change in procedure to the whole team.”). For each scenario, they decide
which digital medium is most appropriate (email, chat message, phone call, or
meeting) and why. This trains decision-making on communication channels. They
then draft a one or two-sentence message as if via that channel (like formulating a
polite but short instant message for the first example, and an outline of an email for
the second).

Social Media Response Drill: The instructor provides a couple of actual or
hypothetical social media comments about a restaurant/hotel — one positive (e.g.,
“We loved our stay!”) and one negative (“Terrible service at dinner last night”).
Individually or in pairs, students craft a brief response as if they are the hotel’s social
media manager. The class reviews some responses together, checking that they are
professional in tone, appropriately appreciative or apologetic, and uphold the
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brand’s voice. This emphasizes diplomacy and promptness in public digital
communication.

Virtual Meeting Role-Play: Half the students role-play as remote employees of
an international hotel chain, the others as corporate managers. They simulate a short
virtual meeting (perhaps 5-10 minutes) about implementing a new reservation
system. The focus is on practicing video call etiquette: the “managers” ensure
everyone has a turn to speak (preventing only HQ talking), “employees” practice
clarifying questions or raising a point without talking over others (perhaps using the
hand-raise or chat function as needed). Observers note any communication issues
(like someone accidentally muted, or multitasking signs). Afterward, they discuss
how to improve remote meeting communication.

Case Study: “Email Overload at Work.” Students read a case about a hotel
sales department that struggles because important instructions got lost in a flood of
emails and messages across different channels. In groups, they propose a set of
digital communication guidelines for that team — for example: designate one
platform for urgent messages, have daily summary emails for non-urgent info, use
clear subject lines like “[ACTION REQUIRED]” for tasks, etc. Each group shares
one or two key guidelines they think would reduce overload and improve clarity.

Self-Study Questions for Theme 6

1. What are the most commonly used digital communication tools in modern
hospitality businesses?

2. How do instant messaging apps (e.g., Slack, WhatsApp) differ from email in
terms of tone and usage?

3. What etiquette should be followed during virtual meetings?

4. Why is it important to tailor a message to the communication channel used?

5. What are the benefits of using collaborative platforms (e.g., Google Workspace,
Microsoft Teams) in hotel operations?

6. What risks are associated with digital communication in terms of data security
and privacy?

7. How can digital tools improve the efficiency of internal communication among
hotel departments?

8. What challenges might arise from excessive reliance on digital communication?

9. How should businesses handle negative online reviews on platforms like
TripAdvisor or Google?

10.  What tone and language are appropriate when writing social media responses
to guests?

11.  How does the use of Al tools (like chatbots) change the style and design of
written communication?

12.  What strategies can help avoid misinterpretation in text-only
communications?
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Interactive Assignments for Theme 6
1. Classification Task — Digital Channels and Communication Purpose

‘ A — Digital Tool HB — Typical Use and Communication Style‘
‘1. Email to hotel supplier Ha. External / Professional and Detailed ‘
‘2. WhatsApp message to kitchen staffﬂb. Internal / Fast and Direct ‘
‘3. Zoom team meeting Hc Collaborative / Real-Time & Visual ‘

‘4. Social media reply to guest review Hd Public / Courteous and Brand—Consistent‘

‘5. Hotel website chatbot interaction He. Automated / Prompt and Polite ‘

Instructions: Match each digital communication tool with its corresponding use
and style.

2. Multiple Choice Quiz — Digital Communication Etiquette and Tools
Q1. What is considered good etiquette during a video conference?

a) Speaking over others

b) Turning off your camera and multitasking

c¢) Being prepared and using the mute button appropriately

d) Using background noise to express emotions

Q2. Which of the following is a potential risk of relying solely on instant
messaging at work?

a) Fast communication

b) Misinterpretation due to lack of tone

c¢) Easy documentation

d) Greater flexibility

Q3. Which digital channel is best for formal communication with external
stakeholders?

a) Team chat

b) SMS

c) Email

d) Internal notice board

Q4. What is a benefit of internal hotel apps that link departments in real time?
a) Encourage casual conversation

b) Reduce need for in-person meetings

c) Speed up response time to guest needs

d) Eliminate all forms of written documentation

3. Case-Based Reflection — Social Media Response to a Negative Review

Scenario:

A guest leaves a public complaint on Facebook: “Terrible service at check-in.
Waited 20 minutes and no apology!” The hotel's social media manager replies:
“That’s not our fault. Maybe you came at a busy time.”

Task:
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o [dentify what was wrong with the reply (tone, responsibility, professionalism).

« Rewrite a professional and empathetic public response.

e Reflect on how digital communication influences the public image of the
business.

¢/ Write a revised 100—150 word reply and a brief reflection.

4. Hospitality Simulation — Writing for Digital Channels

Instructions:

Choose one of the following tasks and draft a realistic, well-written
communication piece:

a) A chatbot message confirming a guest’s room upgrade request

b) A WhatsApp message from the front desk to housekeeping regarding a room
service request

c¢) A LinkedIn post announcing a new wellness package at the hotel

d) A professional email reminding staff of upcoming virtual training

Each should include:

« Appropriate format and tone for the digital channel

o Clear, polite, and concise language

« Relevant hospitality context (guest focus, brand image, internal clarity)

¢/ Present your work in class or submit for peer review and feedback.
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Theme 7. Intercultural and International Communication

1. Understanding culture’s impact on communication. Overview of how
cultural values, norms, and assumptions influence communication styles. Introduce
concepts like high-context vs. low-context cultures (implicit vs. explicit
communication), individualism vs. collectivism (how direct one is, or whether
communication is more group-oriented), power distance (formality and hierarchy in
communication), etc. These frameworks help explain why misunderstandings can
arise when people from different cultures interact.

2. Cross-cultural communication skills. Strategies for effective
communication across cultures: active listening and observation (to pick up
unspoken cultural cues), avoiding slang and idioms, being patient and open-minded,
showing respect for differences, and when in doubt, asking clarifying questions
rather than assuming. Emphasize adaptability — modifying one’s communication
style to better suit the cultural expectations of the other party (e.g., being more
formal if needed, or more indirect when appropriate).

3. Intercultural communication in the hospitality industry. Given the global
nature of hospitality, discuss typical cross-cultural situations: serving international
guests, managing a multicultural workforce, negotiating with foreign partners, or
working in a different country. Use examples like differences in greeting rituals,
varying expectations of service (some guests might expect very proactive service,
others value privacy), and different conflict resolution approaches.

4. Language and communication. Address language barriers specifically —
working with translation (either human or machine translators), the importance of
simple and clear language i1f communicating in a non-native speaker’s language, and
awareness of how things like humor or metaphors may not translate. Possibly touch
on the role of English as the lingua franca of global business and tourism, but also
the value of knowing key phrases in other languages as a hospitality professional.

5. Non-verbal  differences and  etiquette. @ Many  intercultural
miscommunications come from non-verbal misinterpretations. Highlight examples:
eye contact norms (as discussed earlier), gestures (a thumbs-up is positive in some
places, offensive in others), concepts of personal space or touching (a casual pat on
the back might be friendly in one culture, unwelcome in another). Dining etiquette
or gift-giving norms if relevant (for public relations contexts).

6. Intercultural competence development. Encourage students to develop
intercultural competence, which involves knowledge (learning about other cultures),
skills (language, adjusting communication style), and attitudes (curiosity, empathy,
tolerance for ambiguity). Possibly share a model like Milton Bennett’s stages of
intercultural sensitivity (from denial to integration) to reflect on their personal
growth in dealing with cultural differences.

7. International business etiquette: If communicating professionally across
borders (say writing to a foreign business partner or hosting an international
delegation), what protocols might differ? Examples: formality in emails, use of titles
(Dr., Mr., Ms., or first names), timing/punctuality expectations for meetings, etc.
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Also mention the role of interpreters if used — how to communicate effectively
through an interpreter.

LANGUAGE BARRIERS i
INTERCULTURAL COMMUNICATION

UNENCLEAR OR
INAPPROPPRIATE
LANGUAGE

MISUNDERSTANDINGS

* USE SIMPLE, DIRECT LANGUAGE
* AVOID IDIOMS AND HUMOR
* BE MINDFUL OF TONE AND CLARITY

REDUCE LANGUAGE GAPS

» BASIC GUEST-LANGUAGE PHRASES
* WORK WITH INTERPRETERS

* TRANSLATION APPS OR
MULTILINGUAL TOOLS

LINGUISTIC

SENSITIVITY
NGLISH AS AND

ALINGUA  ppRSONALIZATION
FRANCA

A visual guide to how language differences impact
global hospitality and business communication

Figure 9. Language Barriers in Intercultural Communication

This figure illustrates the key aspects of language barriers in intercultural
communication. It highlights how the use of unclear or culturally inappropriate
language can lead to misunderstandings between individuals from different
backgrounds. The graphic emphasizes the importance of using simple, direct
language, avoiding idioms and humor that may not translate well, and being mindful
of tone and clarity when communicating across languages. It also shows how
hospitality professionals can reduce language gaps by using basic guest-language
phrases, working with interpreters, or relying on translation apps and multilingual
communication tools. English is presented as the global lingua franca in tourism, but
the visual also underscores the value of linguistic sensitivity and personalization.
Overall, the infographic demonstrates why strong communication skills, cultural
awareness, and adaptability are essential for delivering professional, respectful
service in international hospitality contexts.

Summary: Theme 7 prepares students to be effective communicators in a
multicultural environment, which is especially important in hospitality where staff
and clientele often hail from all over the world. The theme starts with the idea that
“culture” shapes how we communicate — what might seem polite and clear to
someone from one culture could appear rude or vague to someone from another.
Students learn theoretical concepts (like high vs. low context) to frame these
differences: e.g., a high-context culture listener might expect you to “read between
the lines” more, while a low-context person expects you to be very explicit.

Concrete examples make these ideas tangible: for instance, in some cultures
people tend to say “yes” or nod to be polite even if they don’t agree or understand,
which could mislead an unprepared communicator. We highlight skills to mitigate
this, such as asking open-ended follow-up questions rather than yes/no questions to
confirm understanding. Another example: delivering constructive criticism to an
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employee may need a softer indirect approach in certain cultures to avoid loss of
face, whereas other cultures might prefer straightforward frank feedback. By
recognizing these differences, a manager can adjust their style accordingly.

The theme emphasizes respect and curiosity as core attitudes. When facing an
unfamiliar culture, it’s better to observe, ask, and learn rather than judge. We
reinforce that active listening and observation are key — often you can pick up cues
about what’s appropriate by paying attention (e.g., if your international guest is
handing you a business card with two hands, you reciprocate similarly and treat it
with respect, which is important in some Asian cultures).

Language is obviously a big part of intercultural communication. Students are
reminded to avoid idiomatic expressions or fast, colloquial speech when speaking to
non-native speakers — instead, speak plainly and confirm understanding. Many
hospitality workers use translation apps now; we note that technology can help
bridge language gaps, but one should double-check translations for accuracy and be
aware of context that machines might miss. Non-verbal signals are tricky: something
like a simple head nod can mean “yes” in one country and “no” in another, so it’s
critical not to jump to conclusions solely based on one’s own cultural “lens.”

In the hospitality industry, cultural sensitivity can directly impact guest
satisfaction. We discuss scenarios like accommodating cultural dietary preferences,
understanding body language (some guests might not complain openly due to
cultural norms, so staff must read subtle cues of dissatisfaction), and managing
diverse teams (like scheduling around different religious holidays or dietary
restrictions in staff events — which requires open communication and
understanding).

By the end of Theme 7, students should appreciate that effective
communication in an international context isn’t just about speaking another
language (though that helps); it’s about bridging cultural perspectives. They are
encouraged to continually educate themselves about other cultures and perhaps share
their own — building an inclusive environment where cultural differences are seen as
an asset rather than a hurdle. This competence will help them lead international
teams and delight guests from around the world, aligning with the global nature of
modern hospitality.

Practical Session 7: Cross-Cultural Communication Scenarios

Cultural Simulation Activity: “Lost in Translation.” The class is divided into
small groups. Each group receives a brief script of a dialogue containing cultural
misunderstandings (for example: a Western manager thinks an Asian employee has
agreed to a task because they said “I will try,” but in that culture it was a polite way
to show reservation). Groups perform the skit, and then the class discusses what
went wrong and how to fix it. This is a fun way to see cultural miscommunication
in action and practice decoding it.

Intercultural Dialogue: Students from different cultural backgrounds (if
available in class) share one custom or communication norm from their culture that
might surprise others. For instance, a student might explain how in their culture it’s
rude to say a blunt “no” to a request — one would rather say “maybe” or give a vague
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answer to avoid offense. The class discusses how knowing this would change their
approach in a business scenario (they’d look for indirect “no” cues or encourage
frankness in a sensitive way).

Case Study Discussion: “The International Conference Mix-up.” A scenario
is presented where a team from Ukraine and a team from the UK are collaborating
on a hospitality conference. Emails from the Ukrainian side, aiming to be polite,
used very formal language and indirect suggestions; the UK side interpreted it as
lack of clarity or even enthusiasm. Meanwhile, the UK team’s casual tone was seen
by the Ukrainian team as too informal for a first interaction. Students identify the
cultural style differences and propose ways the teams could adapt (perhaps the
Ukrainian team could be a bit more direct in stating needs, the UK team could add
more formal niceties or clearly acknowledge proposals). They also consider if a
quick video call could have cleared misunderstandings faster than email due to tone
and immediate feedback.

Role-Play: “Handling a Multicultural Team Meeting.” One student acts as a
manager running a meeting with a diverse team (each of a few other students
represents a different cultural background). The manager’s task is to explain a
change in procedure and get feedback. The “team members” have pre-given cultural
behavior cues (one might be very silent because in their culture they don’t challenge
the boss in public, another might be very frank and blunt with criticism, etc.). The
manager must navigate this — encouraging input from the quiet ones, not getting
defensive with the blunt one, ensuring understanding. After the role-play, the group
and observers discuss what strategies the manager used or could have used to make
everyone comfortable contributing (like explicitly inviting the quieter person to
share thoughts, or rephrasing what the blunt person said in a more neutral way to
confirm the point without offense).

Skills Reflection: Students list one personal action item they will do to improve
their intercultural competence — e.g., “I will read about cultural norms in X country
where I plan to work,” or “I will practice simplifying my English when talking to
non-native speakers,” or “I will be more observant of body language differences.”
This helps personalize their learning and commit to growth in this area.

Self-Study Questions for Theme 7

1. What is the difference between high-context and low-context
communication cultures?

2. How does individualism versus collectivism influence workplace
communication?

3. Why is cultural awareness important in international business settings?

4. What are some common non-verbal cues that may vary across cultures?

5. How can a hospitality employee demonstrate intercultural sensitivity when
serving international guests?

6. What strategies can help overcome language barriers in hospitality
environments?
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7. How does power distance affect communication between managers and staff
in different cultures?

8. What are the risks of using idioms or humor in cross-cultural written
communication?

9. How can hospitality businesses support effective communication in
multilingual teams?

10. What etiquette differences should one consider when emailing a
business partner from another country?

11. What role do interpreters play in international communication, and how
should one communicate through them?

12. How can developing intercultural competence benefit your career in the
global hospitality industry?

Interactive Assignments for Theme 7
1. Classification Task — Cultural Dimensions and Communication Styles

‘ A — Cultural Concept H B — Example or Communication Implication ‘

‘1. High-context cultureHa. Values indirect communication and shared context‘

‘2. Individualism Hb Prefers autonomy and personal initiative ’

‘3. Power distance Hc Hierarchical communication; expects formality

‘4. Low-context culture Hd Values clarity and directness in messaging \

‘5. Collectivism He. Team-oriented, values group consensus

Instructions: Match each cultural dimension with its characteristic or example
of communication behavior.

2. Multiple Choice Quiz — Intercultural Awareness and Etiquette

Q1. In which type of culture is communication often more indirect and context-
dependent?

a) Low-context culture

b) High-context culture

¢) Technical culture

d) Monochronic culture

Q2. What is a respectful strategy when encountering unfamiliar cultural
behavior?

a) Imitating immediately

b) Correcting the person

c¢) Observing and asking respectful clarifying questions

d) Ignoring it

Q3. What should you avoid in intercultural email communication?
a) Clear formatting

b) Use of local idioms or jokes

c) Formal greeting and closing

d) Neutral tone
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Q4. Which action can improve cross-cultural team communication?
a) Assuming everyone understands your context

b) Speaking louder

c¢) Encouraging feedback and active listening

d) Using slang to build rapport

3. Case-Based Reflection — Intercultural Misunderstanding in Hospitality

Scenario:

A French guest at a Ukrainian hotel feels uncomfortable because a staff
member maintains prolonged eye contact and is very direct in speech. The guest
leaves a comment saying, “Staff seemed aggressive.”

Task:

eIdentify the cultural misunderstanding (e.g., norms of eye contact, directness).

eSuggest how the staff member could have adjusted communication.

eReflect on how cultural competence can prevent such incidents.

¢/ Write a 100—150 word explanation and reflection.

4. Intercultural Hospitality Simulation — Drafting Communication Pieces

Instructions: Choose one of the following and write a culturally sensitive
hospitality message:

a) A welcome letter to a delegation from Japan (be aware of formality and
indirect language)

b) An internal staff memo to a multicultural housekeeping team (simple
language, respect for diversity)

c) A polite follow-up email to an Italian business partner after a meeting
(personal tone, relationship-focused)

d) A sign for hotel guests in both English and Arabic explaining pool rules
(clear icons and respectful phrasing)

Each response should include:

eRespectful and culturally appropriate language

e Awareness of tone and formality based on the target culture

ePractical application in a hospitality setting

¢/ Present to the class or submit for peer and instructor feedback.
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Theme 8. Customer Service Communication and Conflict Resolution

1. Communicating service excellence. How to use communication as a tool
to deliver outstanding customer service. This includes greeting guests warmly, using
polite and positive language, attentively listening to customer needs, and exceeding
expectations through proactive communication (like offering help before being
asked). Emphasize the hospitality principle of making the guest feel valued and
heard through every interaction.

2. Handling customer complaints and difficult situations. Techniques for
communicating with unhappy or difficult customers in the hotel/restaurant context.
The steps often involve: staying calm, showing empathy (“I understand how you
feel...”), apologizing sincerely if there’s a lapse, finding out details, and clearly
explaining what you will do to resolve the issue or offering alternatives. Skills like
not taking things personally, and not blaming others, but focusing on the solution.
Use of the HEARD technique (Hear, Empathize, Apologize, Resolve, Diagnose) or
similar frameworks from service training.

3. Conflict communication and de-escalation. More broadly, how to
communicate in conflict situations (which could be with customers, between
employees, or with suppliers). Introduce conflict management styles (avoidance,
accommodation, compromise, competition, collaboration) and stress that
collaborative, win-win communication is usually best in professional contexts. De-
escalation tactics: using a calm tone, acknowledging the other’s emotions, reframing
negative language, and finding common ground.

4. Service recovery and turning negatives to positives. The concept of
service recovery — how a well-handled complaint can actually increase customer
loyalty. Communication is key here: follow-up with the customer after solving an
issue (e.g. a note or call to ensure they’re now satisfied), and internal communication
to prevent future issues (reporting problems to management, etc.). Examples might
include how apologizing and offering a small compensation (like a free dessert for
a meal mishap) with a personal touch can leave the guest feeling better than if
nothing had gone wrong initially.

5. Assertive communication and setting boundaries. Training on being
assertive rather than passive or aggressive, particularly relevant when a hospitality
worker must enforce rules (like no smoking areas, or payment issues) yet remain
polite. This means clearly and respectfully stating what can or cannot be done, using
“I”” statements and offering explanations or alternatives. For example, telling a guest
“I’'m sorry, we’re fully booked tonight, but I can help you find a room at our sister
hotel” — it’s firm on the fact (no rooms), but helpful in approach.

6. Internal customer service (communication within the team). Highlight
that “customer service” principles also apply to how staff treat each other — e.g., a
department serving another (kitchen and service staff communicating on orders).
Encouraging a culture of respectful, timely, and supportive communication
internally leads to better external service.

7. Handling public relations crises. Although more advanced, mention how
communication is managed when a larger conflict or crisis occurs (e.g., a food
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poisoning incident or an insensitive remark by an employee goes viral). The
importance of a unified message, sincere apologies, and swift action communicated
to the public or media. This ties together conflict resolution and digital/public
communication in a scenario that hospitality businesses sometimes face.

HEAR EMPATHIZE

Listen to the Show that you
customer without understand how
interrupting they feel

To stume H EA RD 1 Say sorry for

The HEARD for the
Resolving Customer

Complaints inconvenience

DIAGNOSE

Identify the cause
of the complaint

Take action to
| fixthe problem
\

Figure 10. The HEARD Method for Handling Guest Complaints in Hospitality

This infographic illustrates the HEARD framework — a structured approach
used in hospitality to address customer complaints effectively. The five steps are:
Hear the guest out fully without interruption, Empathize by acknowledging their
feelings, Apologize sincerely for the inconvenience, Resolve the issue swiftly with
a clear solution, and Diagnose the root cause to prevent future occurrences. This
method promotes professionalism, emotional intelligence, and guest satisfaction in
conflict situations. The HEARD method is a practical communication strategy in
customer service designed to transform negative experiences into opportunities for
building loyalty. By following these five steps, staff demonstrate empathy,
responsibility, and commitment to guest care. It is especially useful in de-escalating
tense situations, maintaining brand reputation, and ensuring the guest feels heard
and respected throughout the resolution process.

Summary. Theme 8 zeroes in on communication as the heart of customer
service — a critical aspect of hospitality. Students learn that every interaction with a
guest is a communication moment that can enhance or detract from the customer’s
experience. We discuss speaking and listening techniques that create a hospitable
atmosphere: using the guest’s name, saying “It’s my pleasure,” explaining things
clearly (like hotel facilities or menu items), and reading the guest’s body language
to tailor your approach.

A significant portion covers how to handle complaints or conflicts gracefully.
In hospitality, even the best operations encounter unhappy customers occasionally —
what sets great companies apart is how they respond. We present methods like
staying calm and empathetic: for example, if a hotel guest complains their room is
noisy, the staff should actively listen and respond with understanding (“I’'m very
sorry you were disturbed; I know a good night’s rest is important.”). Students
practice phrasing apologies that acknowledge the inconvenience without making



50

excuses, and then clearly state the resolution (move the guest to a quieter room, offer
a discount, etc.). The motto could be “Hear them out, then work it out.”

We expand conflict communication beyond guests: sometimes conflicts occur
with colleagues or even a boss. The key communication skills remain similar —
listening to the other perspective, maintaining respect, and striving for a solution
rather than blaming. Students learn about being assertive — a way to stand up for
one’s point or enforce policy while still respecting the other person. For example, if
a guest is demanding something against policy (like a refund past the cancellation
deadline), an assertive response would politely explain the policy and why it exists,
and try to negotiate a middle ground (maybe a credit for a future stay), rather than
just saying “No, it’s policy” (aggressive) or giving in completely if it’s unreasonable
(passive).

The theme also reinforces that how staff communicate internally (with each
other) affects customer service. If a waiter communicates clearly with the kitchen
about a guest’s allergy, the kitchen can respond correctly — preventing a conflict.

Finally, we touch on crisis communication in a hospitality context. For
instance, if something major happens (like a health issue, an accident, or a PR
scandal), managers must communicate quickly, accurately, and transparently to both
the public and internal stakeholders. We emphasize honesty and taking
responsibility in such communications, as cover-ups or delay tend to worsen trust.
This segues into how conflict resolution scales up to protecting the organization’s
reputation through adept communication.

By the end of Theme 8, students should feel more confident in turning conflicts
into opportunities to demonstrate professionalism and care. They understand that, in
hospitality, a well-handled complaint can leave a guest more impressed than if
nothing went wrong, because it shows the establishment’s integrity and customer
focus. Effective communicators can transform angry customers into loyal ones by
the way they listen and respond.

Practical Session 8: Service Communication Role-Plays

Role-Play Drills: Students break into pairs or trios for rapid-fire complaint
handling simulations. Each scenario card describes a common issue (e.g., “Guest
complains the steak is overcooked,” “Hotel guest says the Wi-Fi is too slow,”
“Customer is upset because their reservation was lost”). One student plays the
customer, the other the staff member responding. They practice the steps: apologize,
empathize, propose a resolution. Rotate roles and scenarios so everyone practices
different angles. Afterwards, a few pairs may demonstrate for the class and get
feedback on language used (Did they say sorry appropriately? Did they stay calm?).

The HEARD Exercise: Introduce the HEARD framework (Hear, Empathize,
Apologize, Resolve, Diagnose) or similar. Have students write down a brief dialogue
or bullet points for each step for a given complaint (for example: a spilled drink on
a guest’s clothes in a restaurant). Then share a strong example with the group. This
focuses on structuring their communication when under pressure during a service
failure.
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Peer Feedback Circle: One student volunteers to act out how they would
deliver bad news to a guest (for instance, a spa appointment double-booking that
needs rescheduling). After their attempt, classmates give feedback on tone, word
choice, and body language — was it empathetic and clear? Did they avoid sounding
defensive? The volunteer can then try again incorporating feedback. This builds
confidence in handling awkward conversations.

Internal Conflict Case: “Back-of-House Blame Game.” Students read a short
description of a conflict between two staff members (say, a chef and a waiter arguing
over a wrong order). In groups, they role-play a conflict resolution meeting where a
supervisor mediates. They must use communication to let each side speak and then
guide them to focus on solving the issue (maybe miscommunication on how orders
are written). The group identifies any accusatory or inflammatory language and tries
rephrasing it into more constructive communication.

Service Recovery Stories: The instructor shares or students brainstorm real
stories of great service recovery (e.g., a hotel that overbooked but communicated
proactively, arranged alternative lodging and provided free future stay vouchers,
turning a furious guest into a loyal one). Discuss what communication made the
difference. Students then each outline a brief “service recovery game plan” for a
scenario of their choice. This might include who to inform (managers, etc.), what to
offer the customer, and how to follow up with them and internally (to prevent
recurrence). They present these plans in a round-robin, reinforcing that planning and
communication go hand-in-hand in conflict situations.

Self-Study Questions for Theme 8

1. What are the key elements of excellent customer service communication?

2. Why is empathy important when handling guest complaints?

3. How can the HEARD method be applied in a service failure situation?

4. What strategies help to de-escalate conflicts with guests or staff?

5. Why is follow-up communication important in service recovery?

6. How can assertive communication help enforce policies while remaining
respectful?

7. What are the differences between aggressive, passive, and assertive
communication styles?

8. How does internal staff communication impact guest satisfaction?

9. What are best practices when responding to an angry guest in person?

10. How can a negative guest experience be turned into a loyalty-building
opportunity?

11. What steps should a hospitality business take in communicating during a
PR crisis?

12. How can tone and word choice affect the outcome of a complaint
interaction?

Interactive Assignments for Theme 8
1. Classification Task — Response Types and Communication Goals




52

‘ A — Situation H B — Communication Style and Goal

‘1. Guest complaint about noisy room Ha. Apologetic and solution-focused

‘3. Staff-to-staff coordination during rush hourHc. Direct, fast, and supportive

‘4. Follow-up call after complaint resolution Hd Courteous and reassuring

|
|
‘2. Enforcing pool rules (no diving) to guests Hb Assertive but polite and clear ‘
l
|

‘5. Public statement after food allergy incidentHe. Transparent, apologetic, and professional

Instructions: Match each hospitality scenario with the most appropriate
communication goal and tone.

2. Multiple Choice Quiz — Customer Service & Conflict Communication
Q1. Which phrase best demonstrates empathy in customer service?
a) “That’s not my fault.”

b) “Calm down, please.”

c¢) “I understand how frustrating that must have been.”

d) “That’s the policy, nothing I can do.”

Q2. What does assertive communication typically include?

a) Vague promises

b) Aggressive body language

c) Clear explanations and respectful tone

d) Avoidance of direct answers

Q3. Why is it beneficial to follow up after resolving a guest complaint?
a) To market other hotel services

b) To collect guest contact info

c) To ensure guest satisfaction and rebuild trust

d) To avoid talking to the guest again

Q4. What’s the first step in the HEARD approach to complaints?
a) Apologize

b) Resolve

c) Hear

d) Diagnose

3. Case-Based Reflection — Handling a Room Complaint

Scenario:

A guest calls the front desk late at night and angrily says their air conditioner
is not working. The staff replies, “Maintenance has gone home. You’ll have to wait
until morning.”

Task:

eldentify issues in the response (e.g., lack of empathy, no alternative offered).

eRewrite the response in a calm, helpful tone using the HEARD method.

eReflect on how tone and problem-solving attitude can shape the guest’s
perception.

¢/ Write a revised response (100—150 words) and a brief reflection on how
better communication improves guest satisfaction.
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Theme 9. Team Communication and Leadership in Organizations

1. Internal communication and organizational culture. The role of
communication in building and maintaining a healthy organizational culture. Topics
include transparency from leadership, methods of internal communication
(newsletters, intranet, staff meetings, suggestion boxes), and how open
communication channels can increase employee engagement and trust. Conversely,
poor internal communication can lead to rumors, low morale, and confusion.

2. Teamwork and collaboration. Communication within teams — how to run
effective team meetings (setting agendas, encouraging input, summarizing
decisions), how to communicate roles and responsibilities clearly, and how teams
can use collaborative communication tools. Emphasize listening to team members’
ideas and giving constructive feedback. In hospitality, think about cross-department
communication (e.g., front office coordinating with housekeeping and F&B for a
VIP arrival — requiring teamwork and clear info sharing).

3. Leadership communication styles. Different leadership styles
(authoritative, democratic, coaching, etc.) and their communication patterns. For
instance, a democratic leader encourages two-way discussion and feedback, while
an authoritarian leader might communicate mostly top-down. Students explore why
adaptive communication style is important — good leaders adjust how they
communicate based on the situation and audience (e.g., in a crisis, more directive;
in daily operations, more consultative).

4. Motivating and influencing through communication. How leaders use
communication to motivate staff — through recognition (praise and positive
feedback), vision sharing (communicating the mission and goals to inspire), and
coaching conversations that help employees develop. In hospitality, a motivated
staff often translates to better guest service, so managers who communicate
appreciation and provide clear growth feedback create a win-win scenario (happy
employees, happy guests).

5. Decision-making and giving instructions. Best practices for
communicating decisions and directives. Ensure instructions are clear and check for
understanding. Explain the rationale behind decisions when possible (to gain buy-
in). We also cover upward communication — how employees can effectively
communicate suggestions or concerns to management (creating a culture where
feedback flows upward without fear).

6. Change communication. When organizations implement change (new
policies, restructuring, new technology), effective communication is key to manage
employee reactions. Strategies include timely announcements, explaining the “why”
of change, addressing rumors, and providing forums for Q&A. This connects to
reducing uncertainty and gaining support during change.

7. International teams and communication. If not covered earlier, touch on
managing communication in geographically dispersed or culturally diverse teams
(blending Theme 7 and 6 content). Ensuring inclusive communication practices,
bridging time zones, and clarifying expectations to avoid miscommunication in
virtual teams.
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8. Ethical and transparent communication. Reinforce the need for honesty
and integrity in internal communications by leaders. For example, admitting
mistakes or unknowns when appropriate, and avoiding misinformation. Ethical
communication builds credibility — employees are more likely to trust leadership that
communicates frankly and consistently.

TEAM COMMUNICATION
AND LEADERSHIP
IN ORGANIZATIONS

INTERNAL
COMMUNICATION
AND CULTURE

MOTIVATING
AND INFLUENCING LEADERSHIP
COMMUNICATTION
STYLES
LEADERSS AND
INTFULIENTING

Figure 11. Core Elements of Team Communication and Leadership in
Organizations

This illustration visually represents the essential components of effective team
communication and leadership within organizations. At the center stands a confident
leader engaging in dialogue, symbolizing the pivotal role of leadership
communication. Surrounding the leader are five interconnected elements:

- Internal Communication and Culture — emphasizes transparent, trust-
building communication that shapes a healthy organizational environment.

- Teamwork and Collaboration — highlights the importance of cooperation,
clear role communication, and cross-functional coordination.

- Leadership Communication Styles — reflects how leaders adapt their
communication based on context and audience, from authoritative to democratic
approaches.

- Motivating and Influencing — shows how recognition, shared vision, and
constructive feedback drive staff engagement and performance.

- Leaders and Influentiating — (note: original text contains a typo; intended
meaning is likely Influencing) — underlines the role of inspirational communication
in aligning teams with organizational goals.

Summary: Theme 9 centers on the internal side of business communication —
within teams and organizations — and how leaders can foster an environment of open,
effective communication. The theme starts by highlighting that good internal
communication is like the nervous system of a company: it keeps every part
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coordinated and responsive. In hotels or restaurants, many issues are avoided when
departments communicate seamlessly (for example, banquet sales informs the
kitchen well in advance of a big event’s requirements).

We discuss team communication skills: running meetings that aren’t a waste of
time, encouraging quiet team members to speak up, and ensuring everyone knows
what actions to take after a discussion (through clear recaps). Teams that
communicate well often show higher creativity and less duplication of work.

The theme then focuses on leaders. Students examine their own or famous
leaders’ communication. An engaging exercise might be analyzing a speech or
memo from a CEO to see how they motivate or explain vision. We underscore that
leadership isn’t just giving orders — it’s largely about communication that influences
and inspires. A hotel general manager, for instance, might share guest satisfaction
scores with staff and celebrate successes, thereby motivating everyone to keep
improving service. Or they might tell a story of a staff member who went above and
beyond, highlighting desired behaviors.

Another key part is feedback and coaching: effective leaders create a loop
where employees feel heard. A manager should not only talk, but listen to staff
suggestions (for example, housekeepers might have practical ideas to improve
efficiency if asked). We highlight how a culture of open dialogue (versus a strictly
top-down approach) can lead to continuous improvement and higher morale.

Communication is also pivotal in decision implementation and change
management. Students learn that employees often fear or resist change due to poor
communication — maybe they heard about a new policy through rumors rather than
directly, or they don’t understand the need for change. Leaders should communicate
change clearly, repeatedly, and through multiple channels, while inviting questions
and feedback.

Finally, we reinforce that internal communication should uphold ethical
standards and consistency. If management communicates one thing and does another
(or says conflicting messages to different audiences), trust erodes quickly. So
honesty (with appropriate discretion) is indeed the best policy for internal comms as
well.

For hospitality specifically, we tie in how leadership communication ensures
the service culture is consistent. A clear vision like “We treat guests like family”
must be communicated to and by every team member, and that happens through
daily briefings, training, and lived examples.

By the end of Theme 9, students recognize that being an effective manager or
leader is synonymous with being an effective communicator. They also see their
role, even if not a manager yet, in contributing positively to team communication by
being proactive, respectful, and clear in their interactions. This aligns with program
outcomes about forming effective teams and HR practices.

Practical Session 9: Leadership and Team Communication
Team Briefing Simulation: Students take turns being a “shift leader” who has
to brief their team (the other students) at the start of a day. They are given a short
list of info to convey (e.g., VIP arrivals, a staff absence, today’s sales target, etc.)
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and maybe a motivational note. The goal is to practice delivering information clearly
and with a positive tone in 2 minutes or less. Peers give feedback: Was everything
important mentioned? Was the tone motivating? This simulates daily team
communication in hospitality.

Meeting Role-play: A scenario: the restaurant’s menu is being updated. The
manager (one student) holds a meeting with the chef, a waiter, and a marketing
person (other students) to discuss ideas. The “manager” must facilitate: ensuring
each perspective is heard, steering the conversation to a decision within time, and
summarizing next steps. After the role-play, discuss what communication techniques
the manager used (did they ask quiet person for input? Keep the talk on track?
Summarize clearly?). Also how team members communicated (did they listen to
each other or talk over?).

Feedback Practice: Pair up students. One is a supervisor, the other a staff
member. The supervisor gives constructive feedback on a small issue (e.g., a
receptionist has been occasionally late or a waiter forgot a step in service). They
must communicate the issue in a way that is clear but not demoralizing: e.g., “I
noticed X, I’'m concerned because Y, let’s find a solution or I suggest Z. How do
you feel about that?” The “employee” responds. Then swap roles. This practices the
often challenging task of internal critique with a positive, coaching approach.

Leader Speech Analysis: Watch/read a short speech or message from a
hospitality leader (maybe a CEO’s letter about company values or a crisis message).
Students identify elements like clarity of vision, tone, motivational language, and
how they address the audience. They discuss what made it effective or how it could
be better. This helps them think about crafting their own leadership messages.

Internal Communication Audit (Mini-Case): Provide a fictional scenario of
a hotel with internal communication problems (e.g., employees feel “in the dark”
about decisions, inter-department coordination failures). Groups propose two
measures to improve internal communication in that hotel. These could range from
starting a daily 5-minute huddle in each department, to implementing an employee
app for announcements, to managers doing monthly Q&A forums. Groups share
ideas, reflecting practical steps to apply the theory.

Team-building Communication Game: A short fun activity like “two truths
and a lie” or a marshmallow tower challenge where communication and teamwork
are needed — followed by reflection on how communication happened in the team:
Who took leadership? Was everyone’s idea heard? Relate it back to how in real
workplace teams, being conscious of inclusive communication makes the team more
effective.

Self-Study Questions for Theme 9

1. What are the key methods of internal communication that foster a positive
organizational culture?

2. How can open communication channels increase employee engagement and
trust?
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3. Why 1is cross-departmental communication essential in hospitality
operations?

4. How do leadership communication styles (authoritative, democratic,
coaching) affect team dynamics?

5. Why is adaptive communication important for leaders in different situations
(e.g., crisis vs. routine)?

6. What are effective ways for leaders to motivate and inspire employees
through communication?

7. How does feedback and coaching enhance employee performance and
morale?

8. Why is it crucial to explain the rationale behind decisions when giving
instructions?

9. What role does upward communication play in creating a healthy workplace
culture?

10. How should leaders communicate organizational change to reduce
resistance?

11. What strategies can help manage communication in culturally diverse
or international teams?

12. Why is ethical and transparent communication important for
organizational credibility?

Interactive Assignments for Theme 9

1. Classification Task — Leadership Communication Scenarios

’ A — Situation H B — Communication Style and Goal ‘
’1. Announcing a new service policy Ha. Transparent and motivating ‘
’2. Daily shift briefing Hb Clear, concise, and positive ‘

c. Constructive, supportive, and solution-

3. Addressing staff performance issues .
oriented

4. Responding to a team’s concerns during

restructuring d. Empathetic, open, and reassuring

‘5. Explaining a sudden operational change He. Direct, timely, and rationale-focused

Instructions: Match each situation with the most suitable communication
approach.

2. Multiple Choice Quiz — Leadership & Team Communication

QI. Which of the following best describes democratic leadership
communication?

a) Giving orders without explanation

b) Encouraging two-way discussions and feedback

¢) Avoiding decision-making

d) Focusing solely on written instructions

Q2. Why is feedback an essential part of team communication?

a) It allows managers to control conversations

b) It helps employees feel valued and improves performance



58

c) It reduces the need for meetings
d) It discourages employees from asking questions

Q3. What is the main benefit of explaining the “why” behind organizational
decisions?

a) It reduces the number of meetings needed

b) It increases buy-in and understanding from employees

c) It ensures that employees follow rules blindly

d) It avoids any discussion or pushback

Q4. Which of the following is NOT an element of ethical communication?
a) Transparency

b) Honesty

c) Withholding critical information to avoid conflict

d) Integrity

3. Case-Based Reflection — Improving a Team Briefing

Scenario:

A shift leader says: “Everyone, just do your job today. We have VIP guests but
I don’t have time to explain details. I expect no mistakes.”

Task:

Identify communication issues in this briefing (e.g., lack of clarity, no
motivation).

Rewrite the briefing in a positive, structured tone (2—3 sentences) that informs
the team and motivates them.

Write a short reflection (100—-120 words) on how a well-structured briefing
affects team performance and morale.

4. Mini-Case — Internal Communication Audit

A restaurant’s staff complains that they rarely know about menu changes until
guests ask questions. Communication between the kitchen and waitstaff is poor,
causing mistakes and guest dissatisfaction.

Task:

Identify 2 main communication failures.

Suggest 2 practical measures (e.g., pre-shift meetings, shared communication
boards) to solve the issue.

Discuss how these measures could improve service quality.
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Theme 10. Public Speaking, Presentations, and Public Relations

1. Public speaking fundamentals: Skills for effective oral presentations in
professional and public contexts. Cover how to structure a speech or presentation
(opening that hooks, clear main points, conclusion that calls to action or
summarizes), how to use voice effectively (volume, pace, intonation), and managing
public speaking anxiety. Techniques like knowing your material, practicing, and
engaging with the audience (eye contact, rhetorical questions) are discussed.

2. Designing effective presentations: The use of visual aids (PowerPoint
slides, images, charts) and best practices for them — not too much text, legible font,
supportive visuals. In hospitality, this could relate to presenting a proposal to
investors for a new restaurant concept, or pitching your hotel to a corporate client —
so visuals might include property photos, stats, customer testimonials, etc.
Emphasize consistency in design and not reading off slides.

3. Presentation types in hospitality: Identify common scenarios: giving a
sales pitch to potential clients (like a travel agent or company, promoting your
venue), speaking at a tourism conference or trade show, conducting a press briefing
for a new hotel opening, or even speaking at community events as a representative
of the company. For each, discuss the objective and appropriate style (e.g., a sales
pitch is persuasive and enthusiastic, a press briefing is informational and controlled,
a conference talk might be educational and inspiring).

4. Media communication and interviews: Basics of interacting with the
media or journalists. How to prepare talking points, stay on message, and handle
tough questions. The concept of sound bites — communicating key messages
succinctly for news. Also, etiquette like staying calm and polite even if pressed.

5. Public relations messaging: Crafting key messages for public
communication — whether through a press release, a speech, or social media.
Ensuring the message aligns with the brand’s values and image. For example, if a
hotel brand prides itself on sustainability, public messages often highlight that theme
consistently.

6. Crisis communication in public: Building on earlier content, focus on the
external dimension — issuing public statements or holding press conferences in crisis
situations (like health incidents, security issues at a hotel, etc.). Emphasize honesty,
empathy, responsibility, and outlining corrective actions. Possibly reference
examples of good vs. bad crisis communications in hospitality or tourism (without
naming unless well-known).

7. Networking and public interaction: Communication in more casual public
contexts, like networking events, career fairs, or community gatherings where one
represents their organization. Tips on introductions, small talk, and elevator pitches
(a 30-second summary of who you are and what your organization offers) to create
a positive impression.

8. Cross-cultural public speaking: If addressing an international audience or
using a second language, adjust by avoiding jokes that might not translate, speaking
slower, and being mindful of cultural references. This ties with intercultural but in a
public speaking scenario.
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Tips for Effective
Public Speaking

4

KNOW YOUR PRACTICE
MATERIAL

ENGAGE THE MANAGE
AUDIENCE ANXIETY

Figure 12. Core Tips for Effective Public Speaking

This figure presents four essential strategies for becoming a confident and
impactful public speaker:

-Know Your Material — mastery of content boosts confidence. Thorough
preparation ensures the speaker can focus on delivery rather than memorization.

- Practice — rehearsing in front of a mirror or with peers helps refine gestures,
pacing, and tone.

- Engage the Audience — eye contact, open body language, and interactive
questions create connection and maintain listener attention.

- Manage Anxiety — public speaking nerves are natural. Techniques like deep
breathing, positive visualization, and preparation help reduce anxiety and improve
performance.

These principles are especially important in hospitality when presenting
proposals, leading tours, or addressing guests and stakeholders.

Summary: Theme 10 wraps up the course by focusing on outward-facing
communication — when a professional steps out to speak to an audience or the public
on behalf of themselves or their organization. Public speaking is a fear for many, but
with techniques and practice, anyone can become competent. Students learn to
prepare content by knowing their audience and purpose. For example, a hotel
manager presenting at a local chamber of commerce will have a different tone and
content than when briefing her own staff. We stress the importance of a clear
structure in presentations so the message is easy to follow. Storytelling is introduced
as a powerful tool — in hospitality especially, telling a brief story of a guest
experience can make a point more memorable in a speech than just giving numbers.

Delivering presentations involves body language and vocal delivery similar to
earlier interpersonal skills but amplified: students should maintain good posture,
project confidence, use hand gestures naturally, and modulate their voice to avoid
monotony. We also highlight managing nerves — deep breaths, practice runs, and
focusing on the message rather than oneself.
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A practical part is designing slides or visuals. Students often overfill slides; we
coach them to use bullet points and images effectively. The idea is visuals should
complement the speech, not compete with it. Perhaps the rule of thumb: the audience
is there to listen to you, not read your slides.

We consider situations specific to hospitality: pitching your services or
property, which is essentially selling through communication. Students might
imagine presenting their hotel’s features to a group of travel agents — they would
need to be persuasive, emphasizing benefits to the agents’ clients, and present facts
(location, facilities) in an appealing way, possibly including testimonials or
attractive photos. The theme likely involves a mini-presentation exercise to practice
this.

Media communication is included because many hospitality grads might find
themselves talking to press or writing press releases. We provide basics of PR
writing (the inverted pyramid style of a press release: start with the most important
info, etc.) and how to handle Q&A. This also loops back crisis comm: if something
unfortunate happens, how do you communicate to the public? Students learn that
saying “No comment” often looks bad, whereas a controlled, honest statement is
better. Also, the speed of social media means you must be prepared to speak out
quickly and truthfully.

Networking skills tie in as a form of public communication albeit one-on-one
or small group. We encourage building a personal “brand” in how you talk about
yourself professionally, which helps in career development too.

Ultimately, Theme 10 aims to give students confidence and tactics to be the
voice of their business in public. It synthesizes many skills from prior themes —
clarity (Theme 2), non-verbal (Theme 4), intercultural awareness (Theme 7) —
because when you’re on stage or representing your company, all those skills come
into play at once. Ending the course on this theme is fitting, as it challenges students
to step up and apply their communication competencies in a visible way.

Practical Session 10: Presentation and Public Speaking Practice

« Impromptu Speaking Drill: Each student draws a random hospitality-related
topic or scenario (e.g., “Describe your hotel’s unique selling points” or “Explain
how to handle an overbooking to a group of trainees”). They get 1 minute to collect
thoughts, then speak for 2 minutes on it. This hones their ability to organize thoughts
quickly and speak coherently under a bit of pressure. Feedback is given on clarity
and structure.

« Mini-Presentation: Students prepare a short (3-5 slides, 5 minutes)
presentation as if to a specific audience. For example, half the class could be “selling
their hotel to a corporate client for a conference”, the other half “presenting a new
marketing strategy to the hotel’s executives.” They present in front of the class.
Emphasis is on delivery (eye contact, voice) and effective slide design. Classmates
and instructor provide constructive feedback on content and style. This is a capstone
activity utilizing many course skills.

« Press Conference Role-Play: A few students act as the management of a
restaurant chain that had a recent issue (like a viral video of an employee argument
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or a minor food safety scare). Other students are journalists. The “management”
team makes a brief opening statement addressing the issue, then takes questions from
the “press.” This tests their ability to stay calm, use prepared key messages, and
respond honestly without divulging inappropriate info. The class then discusses how
well the message was conveyed and if trust was maintained.

« Elevator Pitch Practice: In pairs, students practice introducing themselves
and their (imaginary or real) business in 30-60 seconds, as if meeting a potential
investor or partner. They focus on being clear about what the business does and what
makes it special (for a hotel: location, service, niche market, etc.), and saying it in
an engaging manner. They swap partners a few times to simulate networking. Group
reflection on whose pitch was memorable and why — reinforcing clarity and
enthusiasm.

e Reflection and Takeaways: To conclude, each student states one
communication skill they improved or found most valuable in the course and how
they plan to use it in their professional or public life. For example, someone might
say “I used to be nervous dealing with complaints, but now I have a strategy so I’'m
more confident” or “I learned how important it is to consider cultural differences,
which I’ll remember when 1 work abroad.” This final discussion ties everything
together and lets them articulate the growth in their competency as communicators.

Self-Study Questions for Theme 10: Public Speaking, Presentations, and

Public Relations

1. What are the key elements of an effective public speech structure?

2. How can a speaker use voice, tone, and pacing to enhance delivery?

3. What are best practices for designing clear and professional visual
presentations?

4. How should the style of a presentation change depending on the audience
and occasion?

5. What techniques help reduce anxiety before and during public speaking?

6. How does media training help hospitality professionals handle interviews
effectively?

7. What is a “sound bite,” and why is it important in media communication?

8. How can a public statement reflect a company’s brand values during a crisis?

9. What is the role of public relations in building a hospitality brand’s
reputation?

10. How does an “elevator pitch” differ from a formal presentation?

11. What strategies help ensure cross-cultural clarity when speaking to an
international audience?

12.  How can poor presentation design or delivery affect a business
opportunity in hospitality?

Interactive Assignments for Theme 10: Public Speaking, Presentations, and
Public Relations
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1. Matching Exercise — Presentation Scenarios and Objectives
Instructions: Match each speaking situation in hospitality with its primary
communication objective and tone.

’ A — Situation H B — Purpose and Tone ‘
‘ 1. Press briefing on hotel opening H a. Informational and composed ‘
‘ 2. Pitching a hotel package to clientH b. Persuasive and enthusiastic ‘
’ 3. Speech at tourism conference H c. Educational and inspiring ‘
’ 4. Networking at a career fair H d. Friendly and concise ‘
’ 5. Crisis press conference H e. Transparent, empathetic, and responsible‘

2. True or False Quiz — Public Speaking and PR Essentials

Instructions: Mark each statement as True (T) or False (F).

- A persuasive speech should always start with a detailed data summary.

- Reading slides word-for-word makes presentations more effective.

- Visual aids should be minimal, clear, and support the speaker’s message.

- Sound bites are long, detailed explanations designed for expert audiences.

- Practicing with a mirror or peer improves delivery and confidence.

- Crisis communication should avoid admitting fault to protect brand image.

- An elevator pitch is usually under 30 seconds and highly focused.

- Speaking at an international conference requires cultural and linguistic
awareness.

3. Scenario-Based Challenge — Crisis Communication Gone Wrong

Scenario: A foodborne illness incident occurred at your hotel restaurant. The
manager issues a vague statement: “We are aware of the issue and looking into it.”
Media and guests are left frustrated.

Task:

Identify the flaws in this response (lack of clarity, empathy, responsibility).

Rewrite the public statement (2—3 sentences) using best practices.

Reflect (100120 words): How can effective crisis communication protect
reputation and trust?

4. Presentation Planning Simulation — "Pitch Your Concept"

Instructions: Imagine you’re preparing a 5-minute presentation to propose a
new themed restaurant to potential investors.

Task:

Define your presentation objective.

Outline your structure: opening hook, main points, and closing message.

List the types of visuals you will use (e.g., floorplan, customer review stats,
mood board).

Identify techniques you’ll use to engage the audience (e.g., rhetorical questions,
gestures, story).

¢/ Present in class or submit a written outline with slide notes.
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Theme 11. Communication in Catering Services: Client Interaction, Team
Coordination, and Event Delivery

1. Communication Specifics in Catering: Event-Based, Dynamic, and
Multi-Level. Catering is an event-focused service model, often executed outside of
the host's permanent location, which creates unique communication challenges.
Unlike fixed-location restaurants or hotels, catering involves: mobile operations
across various venues, temporary work teams formed for specific events, intensive
time-bound service execution, parallel communication with clients, vendors, staff,
and venue representatives, this complexity demands heightened clarity, speed, and
adaptability in communication.

2. Client Interaction and Communication Protocols. Effective
communication with clients before, during, and after a catering event builds trust
and ensures satisfaction. Stages include: 1. Pre-event (Consultation & Planning): -
understanding client expectations (event purpose, number of guests, menu
preferences); - explaining available services and packages clearly; - confirming
logistics in writing (venue access, power sources, dietary needs). 2. During the event:
- welcoming guests and maintaining a responsive presence; - managing changes
(e.g., guest count adjustments) gracefully and transparently; - communicating
timelines (e.g., when dishes are served, toasts, dessert). 3. Post-event: - collecting
feedback politely via thank-you emails or surveys; - offering future collaboration
(loyalty programs, discounts for recurring clients).

3. Internal Team Communication and On-Site Roles. Catering involves
cross-functional teams (chefs, servers, logistics crew, event managers) working
under time pressure. Strong internal communication ensures: smooth setup and
breakdown, coordination of food delivery from mobile kitchens or transport, service
sequencing and role clarity. Recommended tools include: pre-event briefings with
role assignments and timelines, visual flowcharts or printed task checklists, headsets
or mobile messaging apps for real-time updates during large events.

4. Coordination with External Vendors and Venue Personnel. Catering
rarely happens in isolation. Communication with florists, decorators, AV providers,
photographers, and venue staff is key. Early contact to align expectations.Site visits
or virtual tours to map logistics. Clear agreements in writing (responsibilities,
liabilities, timing). Miscommunication with vendors can cause delays, so protocols
must be firm yet collaborative.

5. Digital Tools for Communication and Planning. Modern caterers use
digital platforms for project management and client interaction:

« CRM systems (e.g., CaterZen, HoneyBook) to track clients and events

o Shared online schedules (Google Calendar, Asana, Trello)

« Instant messaging for kitchen-to-service communication during events

« Online proposal templates with embedded menus, visuals, and cost estimates

These tools help standardize communication, especially for teams managing
multiple events per week.

6. Crisis Communication During Events. Unexpected issues (late delivery,
missing cutlery, power outages) must be addressed calmly:
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« Immediate internal updates

« Designated spokesperson communicates with client diplomatically

« Solutions offered swiftly (backup dish, generator, extra staff)

Students learn that the perception of professionalism often outweighs the

presence of a problem — how the team responds is critical.
Figure 13. Communication Channels in Catering Events

Stakeholder Communication Channel Objective

Client « Catering Manager Email, Calls, CRM Expectations, Approvals

Kitchen « Service Team Headset, Messenger Timing, Adjustments

Catering Team « Vendors Email, Checklists Coordination

Staff & Venue Rep Site Visit, Signage Setup, Access

Figure 13. Communication Channels in Catering Events

This figure presents the four key communication streams essential to the
smooth execution of catering services. It outlines the main stakeholders involved in
a typical event, the communication tools they use (such as email, CRM, headsets,
and on-site signage), and the specific objectives of their interactions. For example,
the link between the client and catering manager focuses on aligning expectations
and securing approvals, while coordination between kitchen and service teams
ensures timely delivery and adaptability during the event. Clear, timely, and
structured communication across all channels is critical for delivering a seamless
catering experience.

Summary: Catering professionals act as both service providers and
coordinators. Communication must be intentional, anticipatory, and customer-
centric. This theme trains students in handling diverse communication scenarios
under pressure, building client loyalty through transparency, and leveraging digital
tools to support logistics. Compared to traditional in-house service, catering
demands quicker decision-making and proactive communication at every stage.

Students learn that successful catering isn’t just about food — it’s about ensuring
the right message reaches the right person at the right time.

Practical Session 11: Catering Event Communication Simulation

Client Inquiry Role-Play: One student acts as a corporate client planning a gala
dinner. The other simulates a catering manager. They conduct a mock planning call
and then draft a proposal email.

Team Briefing Simulation: Students form small catering crews. Given a brief
scenario (e.g., rooftop wedding for 50 guests with vegan menu), each student gets a
role (chef, server, coordinator). They plan internal communication using printed
diagrams and delegate responsibilities.
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On-Site Crisis Drill: Simulate a problem (e.g., dessert not delivered). Students
must prepare a verbal update to the client and communicate the new plan to their
internal team.

Vendor Communication Task: Write a coordination email to a rental company
outlining required delivery times, layout expectations, and safety protocols for an
event.

Reflection Activity: Each student writes a reflection on one communication
error that could ruin a catering event (e.g., misheard guest count) and how they
would prevent it.

Self-Study Questions for Theme 11: Communication in Catering Services

What are the main communication challenges in catering compared to
traditional restaurant service?

1. How should a catering manager prepare for a client briefing before an event?

2. What communication strategies help ensure effective coordination between
kitchen, logistics, and service teams?

3. How does venue type (indoor/outdoor, formal/informal) influence
communication planning?

4. What are best practices for client communication before, during, and after a
catering event?

5. How can technology (e.g., mobile apps, CRMs) enhance communication in
catering operations?

6. What key details must be confirmed with vendors and partners before an
event?

7. Why is feedback collection after a catering event important, and how should
it be communicated?

8. How should catering teams manage real-time communication during
unexpected issues on site?

9. In what ways can communication influence client satisfaction and repeat
business in catering?

Interactive Assignments for Theme 11: Communication in Catering
1. Matching Exercise — Roles and Communication Responsibilities in Catering
Instructions: Match each catering team member to their core communication
responsibility.
‘ A — Team Member H B — Communication Focus

‘1. Catering Manager Ha. Coordinates kitchen tasks and time management

‘2. Event Server Hb Handles client inquiries and sets service expectations

‘4. Logistics Coordinatoer. Organizes setup/delivery and ensures equipment availability

|
|
|
‘3. Head Chef Hc Provides direct service and manages guest feedback ‘
}

‘5. Client Representative He. Acts as liaison between client and internal team

2. True or False Quiz — Catering Communication Essentials
Instructions: Mark each statement as True (T) or False (F).
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- A catering contract should always be confirmed in writing.

- Verbal instructions on-site are sufficient without pre-event briefings.

- Every catering event requires a team communication checklist.

- If an issue arises during the event, it’s best to avoid telling the client.

- A single person should be designated as the communication lead during
events.

- Feedback forms are unnecessary if clients seemed satisfied at the event.

- Communication with vendors should only occur on the day of the event.

- Using shared mobile apps or group chats can streamline team coordination.

3. Scenario-Based Challenge — Last-Minute Change in Event Conditions

Scenario: A wedding catering setup is planned outdoors, but a sudden storm is
expected. The event team must communicate the venue change, reallocate resources,
and reassure the client.

Task:

Identify 3 urgent communication actions the manager must take.

Draft a short message to the client informing them of the change in a
professional and reassuring tone.

Reflect (100-120 words): What communication mistakes could damage trust
in this situation, and how can proactive communication help maintain it?

4. Planning Simulation — "Catering Communication Protocol"

Instructions: Imagine you are planning a 100-guest corporate catering event for
an off-site location. Your task is to develop a communication plan.

Tasks:

Define the event communication timeline: what to communicate and when
(before, during, after event).

List key people involved (roles) and who communicates with whom.

Outline your communication tools (e.g., printed checklists, WhatsApp group,
radios, cloud folder).

Include 3 sample phrases for professional guest interaction (e.g., “Let me check
that for you”).

Bonus: Identify one potential crisis (e.g., delay in delivery, dietary issue) and
how you'd communicate to resolve it.

Submit a written communication plan or present it in groups with assigned team
roles.
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INDIVIDUAL TASKS FOR THE DISCIPLINE

The purpose of completing individual tasks is to deepen the knowledge of the
discipline and develop critical thinking and practical skills in business
communications. The tasks will encourage students to explore the key concepts and
real-world applications of communication in the hotel and restaurant industry,
with an emphasis on both public and private sector activities.

1. Task: Analyze Communication Challenges in Hospitality Organizations

Objective: Students are required to analyze and identify common
communication barriers within a hospitality organization, both internal (between
employees and departments) and external (between the business and customers or
partners).

Instructions: Choose a specific hotel, restaurant, or catering service and
conduct a thorough analysis of its communication strategies. Identify potential
barriers (e.g., language differences, cultural misunderstandings, technological
limitations) and propose solutions based on best practices.

Deliverable: A detailed report discussing the communication barriers, their
impact on the organization, and proposed solutions for improving internal and
external communication.

2. Task: Develop a Crisis Communication Plan for a Hospitality Business

Objective: Students will develop a crisis communication strategy for a
hospitality business facing a specific crisis (e.g., a health scare, environmental
disaster, or customer service failure).

Instructions: Choose a crisis scenario relevant to the hospitality industry and
develop a comprehensive communication plan. The plan should include internal and
external communication strategies, key messaging, and steps for managing media
relations. Consider different platforms (e.g., social media, press releases, internal
meetings) for disseminating information.

Deliverable: A written crisis communication plan, including all the necessary
steps and actions to manage the crisis effectively, minimize damage to the business,
and restore customer trust.

3. Task: Create a Presentation on Effective Communication Techniques in
Hospitality

Objective: To demonstrate the ability to create and deliver a presentation on
effective business communication techniques, tailored to the hospitality industry.

Instructions: Prepare a PowerPoint presentation on effective communication
strategies for improving guest satisfaction and employee engagement in a hotel or
restaurant. The presentation should cover communication methods (verbal and non-
verbal), active listening, conflict resolution, and customer service.

Deliverable: A 10-15 slide PowerPoint presentation with speaker notes,
including examples and practical communication techniques for the hospitality
industry.
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4. Task: Write a Business Email for Customer Complaint Management

Objective: Students will practice their business writing skills by drafting a
professional email that addresses a customer complaint in the hospitality sector.

Instructions: Assume the role of a manager at a hotel or restaurant. Write an
email to a guest who has complained about their recent stay (e.g., poor service,
uncomfortable accommodation, or an unsatisfactory meal). The email should be
polite, empathetic, and offer a suitable solution or compensation.

Deliverable: A well-crafted email response that resolves the customer’s
complaint while maintaining a positive and professional tone.

5. Task: Conduct an Intercultural Communication Assessment for
Hospitality Services

Objective: To explore the role of intercultural communication in delivering
high-quality services in a diverse hospitality environment.

Instructions: Select a hospitality business (hotel, restaurant, etc.) that caters to
an international clientele. Analyze how the business accommodates cultural
differences in its service delivery (e.g., language, dining preferences, body language,
etc.). Provide recommendations on how the business could improve its intercultural
communication to better serve guests from diverse cultural backgrounds.

Deliverable: A report outlining the assessment of intercultural communication
practices in the chosen business and a set of actionable recommendations.

6. Task: Design an Effective Communication Strategy for Marketing in
Hospitality

Objective: To understand the role of communication in marketing and how it
can enhance brand reputation and customer loyalty in hospitality.

Instructions: Develop a marketing communication plan for a new hotel or
restaurant brand. The plan should focus on how to communicate the brand’s values,
services, and unique selling points to target audiences. Incorporate digital marketing
tools (social media, email newsletters, etc.) and traditional marketing methods (print,
events) to reach potential customers.

Deliverable: A detailed communication strategy document, including
marketing goals, target audience analysis, content strategies, and specific
communication channels to be used.

7. Task: Evaluate a Hospitality Business’s Social Media Communication

Objective: To assess how well a hospitality business communicates with its
customers through social media channels.

Instructions: Select a hotel, restaurant, or catering service with a significant
social media presence. Evaluate its social media communication by analyzing recent
posts, interactions with followers, and customer reviews. Identify strengths and areas
for improvement in how the business engages with its audience online.

Deliverable: An evaluation report with recommendations on how the business
can improve its social media communication, based on engagement metrics and best
practices for customer interaction.
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8. Task: Prepare a Business Communication Training Manual for
Hospitality Employees

Objective: To create a practical resource for training hospitality staff in
effective communication skills.

Instructions: Develop a training manual for new employees at a hotel or
restaurant, focusing on key communication skills needed for excellent customer
service. The manual should cover topics such as effective phone etiquette, handling
complaints, maintaining a professional tone, and communicating with guests from
different cultural backgrounds.

Deliverable: A comprehensive training manual with guidelines, tips, and
examples for effective communication in the hospitality industry.

9. Task: Simulate Communication Planning for a Catering Event

Objective: To develop a practical communication plan for organizing and
delivering a successful catering event, emphasizing coordination between team
members, external partners, and clients.

Instructions: Imagine you are the event coordinator for a catering company
responsible for delivering a high-end corporate reception for 100 guests at an off-
site venue. Create a comprehensive communication plan that outlines:

Pre-event communication with the client (requirements, approvals,
expectations).

Internal team communication (between kitchen, service staff, logistics, and
delivery teams).

Coordination with external parties (suppliers, venue managers, transport
providers).

On-site communication during the event (tools and protocols for real-time
coordination).

Post-event follow-up (client feedback and debriefing with staff).

Include descriptions of communication channels (e.g., CRM systems, radios,
group chats, email templates), schedules, and any checklists or briefing templates
you would use to ensure flawless execution.

Deliverable: A structured communication planning document (3—5 pages or
equivalent slide deck) with flowcharts or tables illustrating communication
timelines, stakeholder responsibilities, and communication methods at each stage of
the catering event. Include at least one figure or diagram (e.g., communication
matrix or timeline).
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TEST TASKS

1. The main role of communication is to:
a. Keep your partner

b. Presentation itself

c. Sharing the idea

d. Interact and relate

e. Missing

f. Conflict resolution

2. Effective business communication in the hospitality industry helps to:
a. Increase sales through advertisements

b. Increase team cohesion and customer satisfaction

c. Minimize operational costs

d. Raise awareness of the brand

e. Hire more staff

f. Maximize product offerings

3. What is the purpose of the "Seven C’s" in communication?
a. To control the time of communication

b. To enhance clarity and effectiveness

c. To reduce the number of emails

d. To improve team efficiency

e. To resolve conflicts

f. To promote products

4. The term 'business communication' refers to:

a. Informing employees of a new policy

b. Talking informally with a colleague

c. Formal and informal exchanges in a business context
d. Communicating in meetings only

e. Personal communication with clients

f. Selling services and products

5. The communication model often used to describe the basic communication
process includes:

a. Feedback and encoding

b. Sender, message, channel, receiver, feedback

c. Noise and decoding

d. Sender, gatekeeper, message, channel

e. Sender, customer, feedback

f. Sender, conflict, feedback

6. A potential barrier to communication in hospitality organizations could be:
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a. Offering free Wi-F1 to guests

b. A diverse language environment

c. Keeping all staff in one office

d. Good management practices

e. Having a large team

f. Effective customer service strategies

7. Which of the following is NOT a principle of effective business
communication?

a. Clarity

b. Conciseness

c. Completeness

d. Courtesy

e. Complexity

f. Correctness

8. In which situation would you use non-verbal communication the most?
a. Writing an email to a colleague

b. Making a phone call to a client

c. Giving a speech to a large audience

d. Discussing business goals in a video conference

e. Greeting a guest at a hotel

f. Sending a text message to your team

9. An important aspect of intercultural communication in hospitality is:
a. Giving the same service to everyone

b. Understanding cultural nuances and adapting communication accordingly
c. Ignoring cultural differences to avoid confusion

d. Making assumptions about guests' preferences

e. Using the same language for all guests

f. Focusing only on cultural background in service provision

10. The concept of “active listening” involves:

a. Giving your opinion before the speaker finishes
b. Repeating everything the speaker says

c. Listening carefully and providing feedback

d. Agreeing with everything the speaker says

e. Writing down key points during the conversation
f. Speaking louder than the other person

11. What should be avoided when writing a professional business email in
hospitality?

a. Clear subject line

b. Polite tone

c. Detailed information
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d. Slang or jargon
e. Clear closing statement
f. Formal greetings

12. A key feature of an effective business negotiation is:
a. Being the first to make an offer

b. Avoiding any counteroffers

c. Understanding the other party's interests and needs

d. Talking more than listening

e. Not asking questions

f. Going with your initial assumption

13. Which type of communication is primarily used to handle customer
complaints in hospitality?

a. Verbal communication

b. Non-verbal communication

c. Written communication

d. Digital communication

e. Passive communication

f. Legal communication

14. The role of body language in hospitality communication is to:
a. Convey emotions, attitudes, and support verbal communication

b. Substitute verbal communication entirely

c. Dismiss non-verbal cues to focus on words only

d. Confuse the guest

e. Use hand gestures excessively

f. Remain neutral and passive

15. What is the most effective way to improve communication within a hotel
team?

a. Use only formal memos

b. Set up open communication channels and regular meetings

c. Avoid discussions about guest feedback

d. Keep communication to a minimum

e. Delegate communication to one person only

f. Send a single email to the whole team once a month

16. What should you do when communicating with a guest who speaks a
different language?

a. Speak loudly

b. Use clear, simple language and visual aids

c. Ignore the language barrier and continue speaking normally

d. Ask the guest to speak in your language
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e. Use only written communication
f. Assume the guest understands without confirmation

17. Which communication channel is best for urgent customer service issues in
hospitality?

a. Email

b. Phone call

c. Social media

d. Text message

e. Letter

f. In-person communication

18. When managing a multicultural team, what is an essential communication
skill?

a. Speaking multiple languages fluently

b. Adjusting your communication style to be culturally sensitive

c. Ignoring cultural differences to avoid confusion

d. Using the same communication method for everyone

e. Having uniform expectations for all team members

f. Speaking only in formal language

19. What is an example of effective non-verbal communication in hospitality?
a. Writing a detailed complaint letter

b. Smiling when greeting a guest

c. Sending a formal email to a customer

d. Avoiding eye contact when talking to a guest

e. Speaking with a very loud voice to get attention

f. Using complex gestures to emphasize your point

20. When negotiating a contract with a supplier, it is essential to:
a. Focus only on the price

b. Be unyielding and never compromise

c. Understand both parties’ goals and interests

d. Refuse to communicate any terms before the final offer

e. Not allow the other party to express their needs

f. Assume that both sides have the same priorities

21. The primary benefit of digital communication tools in hospitality is:
a. They decrease communication time and increase efficiency

b. They reduce the need for human interaction

c. They make face-to-face meetings unnecessary

d. They limit communication to only essential points

e. They increase confusion by offering too many platforms

f. They decrease communication costs
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22. Which is a common barrier to effective communication in the hospitality
industry?

a. Excessive training for employees

b. Clear instructions from management

c. Language barriers between guests and staff

d. Excellent customer service training

e. Frequent team meetings

f. Collaborative teamwork

23. An important aspect of public communication in hospitality is:
a. Releasing negative reviews on social media

b. Promoting customer loyalty through clear and engaging content

c. Avoiding feedback from customers

d. Ignoring the needs of the community

e. Using a formal tone for all communication

f. Sharing private company information with the public

24. Which of the following is NOT part of intercultural communication in
hospitality?

a. Recognizing cultural differences in customer expectations

b. Adapting communication styles to different cultural norms

c. Using universal gestures to communicate

d. Being aware of language barriers and offering solutions

e. Assuming all guests prefer the same type of service

f. Providing training on cultural sensitivity for staff

25. To avoid misunderstandings when communicating with international
guests, it is important to:

a. Speak slowly and clearly, avoiding slang

b. Use only written communication

c. Assume that all guests understand the same language

d. Overload guests with technical jargon

e. Ignore their cultural preferences

f. Avoid speaking to them at all

26. Which of the following is an essential quality for effective business
writing?

a. Using complex language to show expertise

b. Clarity and brevity

c. Using informal language to appear friendly

d. Avoiding punctuation

e. Overloading the document with technical details

f. Ignoring grammar rules to save time
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27. What type of communication is typically used to share hotel policy changes
with guests?

a. Verbal communication

b. Social media posts

c. Internal memos

d. Written communication (e.g., letters or emails)

e. Phone calls

f. Direct messaging

28. Which method is best for providing feedback to an employee about their
performance?

a. Written report only

b. Public announcement to the whole team

c. Private, constructive conversation

d. Email with no follow-up

e. Text message without context

f. Ignore the issue and wait for improvement

29. A key principle of customer service communication is:
a. Speaking quickly to minimize time spent with customers
b. Being rude to customers who complain

c. Actively listening to the customer’s needs

d. Ignoring customer complaints to avoid conflict

e. Always agreeing with the customer, even when wrong

f. Refusing to offer solutions

30. The main goal of effective team communication in a hospitality business is:
a. To reduce the number of meetings

b. To ensure clear roles and responsibilities are communicated

c. To discourage collaboration among team members

d. To keep communication between management and staff to a minimum

e. To prioritize individual tasks over group collaboration

f. To avoid all discussions of problems

31. What is one of the biggest challenges in digital communication for
hospitality businesses?

a. High cost of digital tools

b. Slow customer responses

c. Maintaining personal connections with customers

d. Decreasing customer interest in social media

e. Reducing content creation

f. Using too many communication channels

32. What is the role of feedback in business communication?
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a. To criticize the recipient

b. To ensure understanding and improve performance
c. To create confusion

d. To promote gossip in the workplace

e. To create more misunderstandings

f. To avoid responding to concerns

33. Which of the following is a common strategy for overcoming
communication barriers in hospitality?

a. Speaking faster

b. Avoiding non-verbal communication

c. Using visual aids or simple language

d. Limiting communication to a single channel

e. Ignoring cultural differences

f. Using technical jargon

34. What should a hospitality manager focus on when handling a dissatisfied
guest?

a. Arguing with the guest to defend the business

b. Understanding the guest’s concerns and offering a solution

c. Ignoring the complaint to avoid confrontation

d. Focusing only on the financial aspects of the complaint

e. Escalating the issue to a higher authority immediately

f. Offering a discount without understanding the problem

35. What is the most effective way to communicate with a team during a high-
pressure situation?

a. Using a calm and authoritative tone

b. Avoiding any communication until the pressure eases

c. Only speaking with senior staff members

d. Giving orders without explaining the reasons

e. Using humor to lighten the mood

f. Delegating tasks without clarification

36. In a hotel, which form of communication is most effective when welcoming
a guest?

a. Written letter with detailed instructions

b. Face-to-face greeting with a smile

c. Text message with hotel policies

d. Email with a list of services

e. A phone call from management

f. A brochure handed over at check-in

37. What does the term "emotional intelligence' in business communication
refer to?
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a. The ability to manipulate others' emotions

b. The ability to recognize and manage your own emotions and those of others
c. The ability to communicate technical information

d. The ability to ignore emotions in decision-making

e. The ability to express anger effectively

f. The ability to avoid communication altogether

38. When dealing with a cross-cultural guest, it is important to:
a. Ignore their cultural background to avoid stereotypes

b. Assume all guests have similar preferences

c. Adapt your communication to respect cultural differences

d. Speak louder to be understood

e. Only use written communication

f. Treat every guest the same regardless of their background

39. Which of the following is an example of effective communication in
customer service?

a. Telling the guest they are wrong and offering no solution

b. Apologizing for the issue, empathizing with the guest, and offering a resolution
c. Avoiding communication and hoping the issue resolves itself

d. Ignoring the guest’s complaint to move on quickly

e. Blaming the customer for the mistake

f. Waiting for the guest to resolve the issue themselves

40. In a business negotiation, what is the primary goal?
a. To prove that you are right

b. To get the best deal for yourself at all costs

c. To reach a mutually beneficial agreement

d. To avoid making any compromises

e. To dominate the other party

f. To speed up the process

41. When communicating via email, which of the following is NOT a best
practice?

a. Keeping the email concise and to the point

b. Including a clear subject line

c. Using informal language in a professional context

d. Proofreading before sending

e. Using appropriate salutations

f. Offering clear next steps or calls to action

42. In business communication, ""gateways' refer to:

a. Barriers that hinder communication

b. Methods or tools to overcome communication obstacles
c. The use of technology to enhance communication
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d. Key decision-makers in a company
e. Information overload
f. The communication styles of management

43. What is the benefit of using digital communication tools in a hotel’s
operations?

a. It reduces face-to-face customer interactions

b. It ensures guests have direct access to services and information

c. It creates confusion for the guests

d. It increases the number of in-person meetings

e. It discourages personal relationships with customers

f. It lowers customer satisfaction

44. When preparing for a business negotiation, it is essential to:
a. Have a fixed mindset and avoid flexibility

b. Focus on the needs and interests of both parties

c. Avoid setting clear objectives

d. Keep your strategy secret and not communicate your goals

e. Be confrontational to prove your point

f. Avoid listening to the other party’s concerns

45. Which of the following is NOT a communication channel in a hospitality
business?

a. Email for internal communication

b. Social media for guest engagement

c. Telephones for customer service

d. Face-to-face interactions during guest check-in

e. Written memos for operational updates

f. Printed brochures for guest information

46. In the context of hospitality, which of the following is an example of
effective non-verbal communication?

a. Interrupting the guest to finish the conversation quickly

b. Smiling while interacting with guests to convey friendliness

c. Avoiding eye contact to appear professional

d. Speaking in a loud and aggressive tone

e. Ignoring the guest's personal space

f. Using sarcastic body language

47. The key to effective crisis communication in hospitality is:
a. Ignoring negative feedback

b. Delaying the response to avoid panic

c. Being transparent, honest, and providing a solution

d. Blaming external factors for the crisis
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e. Refusing to engage with the media
f. Minimizing the issue to avoid further concern

48. Which of the following is a barrier to effective communication in the
hospitality industry?

a. Providing clear instructions to guests

b. Language differences between staff and guests

c. Offering personalized services

d. Encouraging feedback from guests

e. Efficient use of communication technology

f. Providing a quiet and distraction-free environment

49. What is the first step in preparing for a business negotiation?

a. Make a final decision on the outcome

b. Prepare your offer and demand without knowing the other party’s position
c. Understand the interests and needs of both parties

d. Create a list of terms to discuss with no room for flexibility

e. Focus on negotiating price first

f. Avoid considering any alternatives

50. Effective communication in hospitality ensures that:
a. Only the management speaks to the guests

b. Guests are satisfied with the services they receive

c. Employees are isolated from guests to avoid confusion
d. Messages are kept brief and vague

e. Conflicts are ignored

f. Guests are not involved in the decision-making process

51. When conducting a business meeting in a multicultural environment, you
should:

a. Assume that everyone shares the same communication style

b. Focus only on your communication preferences

c. Adapt your communication style to accommodate different cultural norms

d. Avoid addressing any cultural differences

e. Prioritize efficiency over empathy

f. Use humor to break cultural barriers

52. What is a crucial element in maintaining customer relationships in
hospitality?

a. Ignoring guest preferences

b. Frequent communication and follow-up

c. Using standard, impersonal messages

d. Avoiding customer feedback

e. Delivering services without considering feedback

f. Decreasing communication after the service is delivered



53. In hospitality communication, what does "active listening" involve?
a. Waiting for your turn to speak

b. Interrupting to provide solutions

c. Fully concentrating on the speaker and responding thoughtfully

d. Agreeing with everything the speaker says

e. Writing notes without engaging in the conversation

f. Only focusing on what is being said, not how it’s being said

54. Which of the following is an example of good verbal communication in a
restaurant?

a. Telling the guest "I don’t know" without further explanation

b. Giving clear and concise instructions to the kitchen

c. Using jargon that guests might not understand

d. Speaking in a monotone voice to sound authoritative

e. Avoiding eye contact with the guest

f. Speaking too quickly to finish the conversation

55. A good practice when using digital communication in a hotel is:
a. Sending long emails with no clear structure

b. Using formal language in all messages

c. Replying to guest messages promptly and courteously

d. Ignoring customer complaints on social media

e. Communicating only through face-to-face meetings

f. Using technical jargon in guest communication

56. What is the primary purpose of a business presentation in hospitality?
a. To show off the presenter’s knowledge

b. To share information in a structured, clear, and engaging way

c. To bore the audience with technical details

d. To dominate the conversation with the presenter’s opinions

e. To communicate in the least amount of time possible

f. To avoid interaction with the audience

57. When dealing with customer feedback, what is the best response?
a. Ignore the feedback if it’s negative

b. Respond quickly and offer a solution or explanation

c. Blame the customer for the issue

d. Wait for the guest to resolve the problem themselves

e. Avoid acknowledging the feedback

f. Pretend the feedback was positive

58. Which of the following is a sign of poor communication between a hotel
manager and staff?

a. Staff members feel clear about their roles and expectations

b. Guests are consistently satisfied with service



c. Staff members frequently ask for clarification on tasks
d. The team works efficiently together

e. Employees are motivated and engaged

f. There is regular feedback on performance

59. How can a hospitality business improve its communication with guests
who have hearing impairments?

a. Speak louder and slower

b. Use gestures and visual aids to complement spoken language

c. Avoid communication altogether

d. Assume the guest can read lips

e. Only communicate in writing

f. Rely on staff to interpret for all guests

60. In business communication, what is the purpose of providing feedback?
a. To criticize and point out flaws

b. To make others feel inferior

c. To help the other person improve and understand your perspective

d. To avoid any confrontations

e. To praise the person excessively

f. To avoid offering any constructive criticism

61. In hospitality, how can communication affect customer loyalty?
a. By sending long emails with no content

b. By failing to address complaints promptly

c. By offering personalized and attentive communication

d. By avoiding any communication after the service

e. By using formal language only

f. By disregarding customer feedback

62. What is one common mistake in business email communication?
a. Using a clear subject line

b. Keeping the message short and to the point

c. Forgetting to proofread the email before sending

d. Including a polite greeting and closing

e. Using appropriate language and tone

f. Formatting the email with bullet points for clarity

63. How can hospitality professionals improve customer satisfaction through
communication?

a. By avoiding any direct communication with guests

b. By focusing on resolving issues quickly and keeping the guest informed

c. By ignoring complaints to maintain a calm environment

d. By only communicating with repeat customers

82
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e. By not explaining policies to guests
f. By allowing employees to make decisions without guest input

64. When communicating with a team in a hospitality business, it is essential
to:

a. Assume everyone understands their role without explanation

b. Communicate only via formal emails

c. Provide clear instructions and encourage feedback

d. Focus solely on tasks and avoid small talk

e. Use complex jargon to sound professional

f. Speak as little as possible to avoid confusion

65. Which of the following is a barrier to effective communication in a hotel
environment?

a. Clear communication from management

b. Language differences between staff and international guests

c. Regular team meetings to clarify objectives

d. Use of simple language for guest communication

e. Effective communication between departments

f. Providing feedback and praise regularly

66. What role does non-verbal communication play in hospitality?
a. It is irrelevant as long as the message is spoken clearly

b. It helps convey emotions and complements verbal communication
c. It can confuse the guest if overused

d. It is less important than verbal communication

e. It should only be used in formal settings

f. It only includes facial expressions

67. When using digital tools for communication in a hotel, what is the key
benefit?

a. It reduces the number of employees needed

b. It allows for quick and efficient information sharing

c. It eliminates the need for face-to-face interaction

d. It decreases the amount of information shared

e. It causes misunderstandings due to lack of tone

f. It removes the need for any personal communication

68. In business communication, which of the following is an example of a good
practice?

a. Giving unclear instructions to save time

b. Ignoring feedback from employees

c. Asking open-ended questions to encourage discussion

d. Using technical jargon with clients
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e. Speaking in a very formal tone at all times
f. Avoiding non-verbal cues like body language

69. Which of the following is a primary advantage of email communication in
a hospitality business?

a. It allows for instant feedback

b. It ensures a personal connection with the guest

c. It provides a written record of the communication

d. It is less formal than face-to-face communication

e. It eliminates the need for meetings

f. It only requires one-way communication

70. What is a key factor in creating effective customer service
communication?

a. Using technical terms to impress guests

b. Speaking quickly to finish conversations faster

c. Ensuring the message is clear, respectful, and tailored to the guest’s needs
d. Ignoring feedback to maintain control of the situation

e. Avoiding any form of personal engagement with the guest

f. Delegating all customer communication to a third-party service

71. What is the main purpose of crisis communication in the hospitality
industry?

a. To blame external factors for the issue

b. To avoid public relations involvement

c. To control the narrative and maintain trust with the public

d. To minimize employee communication

e. To ignore the situation until it resolves itself

f. To focus only on internal communication

72. How can digital communication tools help improve guest satisfaction in
hotels?

a. By allowing guests to wait longer for responses

b. By offering real-time communication with hotel staff

c. By limiting guest interaction with staff

d. By focusing only on email communication

e. By using automated systems that cannot answer guest queries

f. By preventing guests from providing feedback

73. What is a key aspect of effective negotiation in the hospitality sector?
a. Avoiding any discussion of prices

b. Always agreeing to the first offer made

c. Understanding both parties' needs and finding a mutually beneficial solution
d. Refusing to make any concessions
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e. Speaking more than listening to control the conversation
f. Ignoring the needs of the other party

74. What should be the main focus when communicating with international
guests in a hotel?

a. Using highly technical language to explain hotel features

b. Providing information in multiple languages or simple, clear terms

c. Assuming that all guests understand the same language

d. Relying on email communication only

e. Asking guests to translate for themselves

f. Speaking only in one language, regardless of the guest’s preference

75. What is the benefit of intercultural communication training for hospitality
staff?

a. It increases cultural misunderstandings

b. It helps staft engage with guests from diverse backgrounds respectfully

c. It leads to less effective guest service

d. It focuses only on non-verbal communication

e. It eliminates the need for language proficiency

f. It reduces the need for any customer interaction

76. What is the first step in handling a customer complaint in a hotel?
a. Blame the customer for the issue

b. Acknowledge the complaint and apologize for the inconvenience

c. Ignore the complaint to avoid confrontation

d. Ask the guest to leave if they are dissatisfied

e. Offer a refund without discussing the issue

f. Do not address the complaint directly

77. How should a hotel manager respond to a customer’s request for a service
that isn’t available?

a. Tell the guest they can’t have the service and walk away

b. Ignore the request and move on to the next guest

c. Offer alternatives and explain why the service isn’t available

d. Argue with the guest about why they don't need the service

e. Only provide the service if the guest demands it loudly enough

f. Say “no” firmly without providing further explanation

78. What is the main advantage of using video calls for communication in
hospitality businesses?

a. They are more informal than face-to-face meetings

b. They allow real-time, face-to-face interaction with remote employees or clients
c. They replace all in-person communication

d. They increase time spent in meetings
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e. They are cheaper than phone calls
f. They eliminate the need for email communication

79. How can a hotel manager improve communication between departments?
a. By keeping all information secret to avoid confusion

b. By regularly holding inter-departmental meetings and encouraging open
communication

c. By allowing only one department to communicate with guests

d. By limiting staff interaction to their own departments only

e. By using written communication exclusively

f. By avoiding feedback from employees

80. In hospitality, why is it important to maintain a polite and professional
tone in written communication?

a. To sound authoritative and dismissive

b. To create confusion and frustration

c. To ensure the guest feels valued and respected, regardless of the message

d. To reduce the clarity of the communication

e. To avoid providing solutions to customer problems

f. To keep communication brief and impersonal

81. Which of the following is the best way to resolve a conflict between two
hotel employees?

a. Ignoring the issue and hoping it resolves itself

b. Allowing both employees to express their viewpoints and finding a compromise
c. Telling both employees to resolve the issue on their own

d. Taking sides with one employee without listening to the other

e. Firing one of the employees immediately

f. Keeping the conflict private and not addressing it

82. When communicating with guests about a new service, what is the most
effective method?

a. Sending an impersonal email with basic details

b. Posting information only on the hotel’s website

c. Personally explaining the service during check-in and following up with emails
d. Using only printed brochures to inform guests

e. Relying on staff to pass on the information to guests without details

f. Ignoring the new service and assuming guests will find out on their own

83. How can communication impact the reputation of a hotel?

a. Effective communication can enhance customer loyalty and improve reviews
b. Poor communication can have no effect on a hotel’s reputation

c. Only customer service communication matters for a hotel’s reputation

d. Communication does not influence a hotel's reputation at all



e. Negative communication can increase bookings
f. Communication is secondary to the physical facilities of the hotel

84. In a hotel, why is it important to set clear expectations for employees
through communication?

a. To avoid misunderstandings and ensure high performance

b. To limit staff autonomy and reduce decision-making

c. To allow for vague instructions and improve creativity

d. To make employees dependent on management for guidance

e. To create confusion and encourage non-compliance

f. To keep staff from making any mistakes

85. When engaging in public relations activities, what should a hospitality
manager focus on?

a. Maintaining a strict, formal tone

b. Creating positive stories that highlight the brand’s strengths and values

c. Avoiding media engagement to prevent criticism

d. Only responding to positive feedback

e. Using humor to cover up serious issues

f. Ignoring public opinion and focusing solely on operations

86. What is a key benefit of using social media for communication in
hospitality?

a. It can limit customer feedback

b. It allows guests to engage with the brand and share experiences publicly
c. It eliminates the need for email communication

d. It isolates the business from direct customer interaction

e. It only works for marketing, not customer service

f. It avoids customer complaints

87. What is the role of active listening in hospitality customer service?
a. It helps the employee answer the customer’s query quickly

b. It ensures that the customer feels heard and their concerns are addressed
c. It allows the employee to ignore the customer’s emotions

d. It focuses on the employee's response rather than the guest's needs

e. It only involves listening without feedback

f. It speeds up customer service by minimizing communication

88. Which communication style is best when dealing with a sensitive guest
issue in hospitality?

a. Being blunt and direct

b. Using an overly formal tone that creates distance

c. Using an empathetic, calm, and solution-oriented approach

d. Ignoring the issue and focusing on other tasks
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e. Speaking in a loud voice to show authority
f. Avoiding communication and letting the guest handle it

89. What does "active listening'" NOT involve?

a. Interrupting the speaker to express your own opinion

b. Fully focusing on the speaker and understanding their message
c. Providing feedback or asking clarifying questions

d. Nodding or making small verbal cues to show understanding
e. Asking the speaker to elaborate if something is unclear

f. Giving the speaker your full attention without distractions

90. Which of the following best describes the relationship between
communication and leadership in hospitality?

a. Communication is irrelevant to leadership

b. Effective leadership requires clear, consistent communication to motivate and
guide employees

c. Leaders should avoid communicating to maintain authority

d. Communication only matters in emergency situations

e. Leaders should only communicate with senior management

f. Leadership communication is unimportant as long as tasks are completed

91. How can hospitality businesses benefit from customer feedback?

a. By ignoring negative feedback to maintain a positive image

b. By using feedback to identify areas for improvement and enhance service
quality

c. By focusing only on positive reviews to boost morale

d. By preventing customers from submitting feedback

e. By punishing employees based on negative feedback

f. By using feedback as a marketing tool to attract more customers

92. What should be the tone of communication when handling a complaint
from an upset customer?

a. Defensive and justifying the business’s position

b. Polite, empathetic, and focused on resolution

c. Ignoring the customer’s frustration and focusing only on the solution

d. Critical and dismissive of the customer’s issue

e. Unwilling to offer any apology or compensation

f. Overly formal and cold

93. What is a key characteristic of successful business negotiations in
hospitality?

a. Focusing solely on the lowest possible price

b. Understanding and addressing both parties’ interests to reach a mutually
beneficial outcome

c. Withholding information to gain an advantage

88
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d. Maintaining strict formality without flexibility
e. Accepting the first offer without negotiation
f. Ignoring cultural differences to speed up the process

94. What is the primary role of body language during a face-to-face meeting in
hospitality?

a. To distract the other person from the conversation

b. To reinforce or contradict the spoken message

c. To remain completely still and avoid any gestures

d. To express frustration or impatience

e. To confuse the guest or colleague

f. To show authority without speaking

95. Which of the following is an example of effective communication in a
hospitality environment?

a. Ignoring guest preferences

b. Providing clear and helpful instructions to guests

c. Giving guests incorrect information to avoid confrontation

d. Failing to acknowledge guest complaints

e. Speaking only when spoken to

f. Avoiding eye contact with guests

96. What is the most important aspect when communicating with
international clients?

a. Speaking louder to ensure they hear you

b. Using simple language and being aware of cultural differences

c. Assuming all international clients understand your language perfectly
d. Ignoring their cultural preferences to avoid confusion

e. Communicating only in written form

f. Avoiding any form of personal connection

97. What type of communication should be used when managing a team in a
hotel or restaurant?

a. Only formal written communication

b. A combination of verbal, non-verbal, and digital communication

c. Exclusively digital communication

d. Ignoring communication to avoid distractions

e. Direct orders with no feedback

f. Avoiding face-to-face communication

98. In a hospitality business, what is the main goal of customer service
communication?

a. To ensure the guest feels ignored

b. To quickly finish the conversation

c. To make the guest feel valued, understood, and satisfied with the service
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d. To argue with the customer
e. To keep the conversation focused only on the problem
f. To avoid making any apologies

99. What should be prioritized in team communication in a hospitality
environment?

a. Ignoring any feedback from staff

b. Providing clear instructions and fostering open dialogue

c. Using only email for communication

d. Making decisions without consulting the team

e. Avoiding discussions of guest complaints

f. Encouraging competition between team members

100. How can communication technology improve hotel operations?

a. By replacing all human staff with machines

b. By improving communication between departments, increasing efficiency, and
reducing errors

c. By isolating departments from each other

d. By limiting communication to external clients only

e. By making guest communication impersonal

f. By creating confusion among staff

101. What is the main goal of communication between the catering manager
and the client?

a. Organize team shifts

b. Select music for the event

c. Approve menu and timing

d. Decorate the venue

e. Post on social media

f. Schedule kitchen cleaning

102. Which method is most effective for real-time communication between
kitchen and service staff during a live event?

a. Printed menus

b. Weekly meetings

c. Walkie-talkies or headset system

d. Social media

e. Formal email

f. Feedback forms

103. What type of communication is used to coordinate logistics with external
suppliers?

a. Social media advertising

b. In-person guest greetings

c. Phone calls and checklists
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d. Menu brainstorming
e. Table service plans
f. Music selection

104. Which of the following is a barrier to effective communication in catering
services?

a. Staff uniforms

b. Kitchen equipment quality

c. Noise and time pressure

d. Beautiful decor

e. Large guest list

f. Dessert selection

105. Why is post-event communication between the catering team and client
important?

a. To return rented decor

b. To discuss weather changes

c. To gather feedback and improve service

d. To design the invitations

e. To reorder tablecloths

f. To check the DJ's playlist
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CONTROL QUESTIONS FOR THE COURSE

1. What are the core differences between general communication and business
communication?

2. Describe the main stages of the communication process.

3. How do purpose and context shape communication strategies in a business
setting?

4. What types of noise can interfere with communication, and how can they be
minimized?

5. What are the characteristics of effective communication in hospitality?

6. How does an organization’s structure affect internal communication flows?

7. What is the role of communication channels in hierarchical vs. flat
organizations?

8. How does formal communication differ from informal communication in
companies?

9. Explain how communication supports coordination and control in hospitality
operations.

10. Why is it important for managers to understand communication roles
in different departments?

11. What are the key stages of a successful business negotiation?

12. Compare integrative and distributive negotiation strategies.

13. What communication tactics can be used to reach a win-win outcome?

14. How do cultural and personal factors influence negotiation styles?

15. What is the role of active listening and question techniques during
business discussions?

16. What are the essential interpersonal communication skills for
hospitality professionals?

17. Describe the main types of non-verbal communication and their
meanings.

18. How do body language and eye contact affect communication
perception?

19. Why is emotional intelligence important for interpersonal
communication?

20. How can misunderstandings arise from non-verbal cues in cross-
cultural contexts?

21. What are the structural components of a formal business letter or email?

22. How should tone and style be adapted in written messages for different
audiences?

23. What are the key rules for writing professional hospitality documents
(e.g., memos, notices)?

24, How can clarity and conciseness improve written business
communication?

25. What are common mistakes in written correspondence and how can

they be avoided?
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26. What are the main digital tools used in modern business
communication?

217. How can email etiquette impact professional relationships?

28. What are the benefits and risks of using instant messaging and social
media for business?

29. How has digitalization changed communication in the hospitality
industry?

30. What strategies ensure digital communication remains secure and
professional?

31. What is intercultural communication, and why is it important in
hospitality?

32. How can cultural dimensions (e.g., Hofstede) influence communication
styles?

33. What are the main barriers to effective intercultural communication?

34, Describe strategies to overcome misunderstandings in cross-cultural
settings.

35. How can hospitality staff prepare for communication with international
clients?

36. How does effective communication enhance the customer service
experience?

37. What are the key stages of handling a customer complaint?

38. What is the HEARD technique and how is it applied in conflict
situations?

39. Why is follow-up important in service recovery?

40. What are effective strategies for de-escalating tense situations with
customers?

41. What are the characteristics of effective internal team communication?

42. How does leadership style influence communication within a team?

43. What is the role of feedback in team performance and morale?

44. How can poor communication affect teamwork and service delivery?

45. What are best practices for communicating organizational change?

46. What are the main components of a successful public presentation?

47. How can visual aids be used effectively during business presentations?

48. What strategies help reduce public speaking anxiety?

49. How should hospitality professionals prepare for media interviews?

50. What are the principles of effective crisis communication in public
relations?

51. What are the key communication roles in organizing a catering event?

52. How does pre-event communication between client and catering
manager affect service quality?

53. What are the most common internal communication tools used in
catering operations?

54. How can real-time communication improve coordination between

kitchen and service staft?
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55. What are the main external communication partners in catering, and
how should communication be managed with them?

56. How does communication impact the client’s perception of
professionalism during a catering event?

57. What are common barriers to effective communication in catering
services, and how can they be overcome?

58. Why is post-event communication important in the catering industry?

59. How can catering teams ensure consistent messaging across multiple
stakeholders (clients, vendors, staff)?

60. What strategies can be used to manage communication during high-

pressure or unexpected situations at catering events?



95

RECOMMENDED LITERATURE
General

1. bi3Hec-koMyHiKalii B MIDKHApOJAHOMY MEHEIKMEHTI: HaB4. Moci0. /
baruenko JI.B., bounap 1.C., PycaBcbka B.A. Kuis: Bugasuuurso Jlipa-K, 2017.
304 c.

2. Etwmka ginoBoro crminkyBaHHsS : HaBuaidbHUU mociOHuk / T.b. I'pumenko,
C.IL. I'pumenko, T.J1. menxo ta 1. K.: Llentp yuboBoi miteparypu, 2017. 344 c.

3. Kpeon ®neminr. 'oBopuTH J€rKo Ta HEBUMYIIEHO. SIK cTaTh MPUEMHUM
cniBpo3MoBHUKOM. KuiB: Kity6 cimeitnoro go3simisa. 2020. 240 c.

4. Kpic Bocce, Tan Pe3. Hikonu He iiaiTh Ha kommpomic. TexHika e(peKTUBHUX
neperoBopiB. Kuis: Ham popmat. 2019. 288 c.

5. Jlapi Kinr, b I'inGept. Sk po3moBiastu Oyab 3 KUM, OY1b-KOJIH 1 Oy/Ib-
ne. Cekperu ycnimHoro cnuikyBanss. Kuis: Monomnit-Bizz. 2023. 204 c.

6. IlomoBa O.B. ®opmyBaHHS BMiHb JUIOBOTO CHUIKYBaHHS (haxiBIliB
TeXHIYHOTO TMpoduIo: MoHorpadis. XapKiBCbKHM HaI[lOHATBHUN YHIBEPCHUTET
nexaroriyauil yHiBepcurert im. I.C. CkoBopoau. 2016. 233 c.

7. Paxmic B., IlaBaenko O. IleperoBopu 1 wMemiamis. I[liapyynuk s
H1ArOTOBKH npodeciiinoro neperosipHuka. Juinpo: I'yasin. 2021. 344 c.

8. Cuituncekuii B., 3aBampuunibka H., bpyx O. JluioBuii eTuker y
MibKHapoagHoMYy Oi3Heci. JIbBiB.: Marnomis. 2017. 287 c.

9. Bovee C.L., Thill, J.V. Business Communication Today. (15th ed.).
Pearson. 2021. URL:
https://www.pearsonhighered.com/assets/preface/0/1/3/5/0135891809.pdf

10. Cardon P.W. Business Communication: Developing Leaders for a
Networked World (4th ed.). McGraw-Hill. 2020. 608 p.

11. Dewey J. Introduction to Business Communications. Clanrye international,
2018. 249 p.

12. Lewicki,R. J., Barry B., Saunders D.M. Essentials of Negotiation (7th ed.).
McGraw-Hill. 2020. 336 p.

13. Moran R.T., Abramson N.R., Moran, S.V. Managing Cultural Differences:
Global Leadership Skills and Knowledge for the 21st Century (10th ed.). Routledge.
2023. 568 p.

14. McKay M., Davis M., Fanning P. The Communication Skills Book (3rd
ed.). New Harbinger Publications. 2018.

15. Levchenko Y., Britchenko I. Business communications. Sofia: Prof. Marin
Drinov Publishing House of Bulgarian Academy of Sciences, 2021. 124 p.

Additional

1. byraeea M.B., 3anipuenko JI.JZI., Manuxin O.B. BbizHec-koMyHikaIii sk
THCTPYMEHT JIarHOCTHKH Ta aHaJi3y €()EeKTUBHOCTI MiAMPUEMHUIIBKOT MisITHHOCTI.
Bichux  HTY XIII Exonomiuni mnayxku. 2025. Ne2. C. 10-16. URL:
http://es.khpi.edu.ua/article/view/326076/315948



https://www.pearsonhighered.com/assets/preface/0/1/3/5/0135891809.pdf
http://es.khpi.edu.ua/article/view/326076/315948

96

2. BoponkoBa B.I'., bemiuenko A.I'., Menbnuk B.B. Etuka ninoBoro
cnuikyBanHs. JIbBiB: Marnomis. 2025. 311. HHTY, Yuransuuii 3am Ne2. [174 (075.
8)/E88].

3. l'epmantok H.B. Ponp komyHikamiii B yopaBiiHHI oOpraHizamiiHIM
MPOLIECOM. Egexmusna EeKOHOMIKA. 2021. No 10. URL:
http://www.economy.nayka.com.ua/?0p=1&z=9408

4. KpaBuyk LI, JlaBpunenko C.O. VYmopaBiiHHS 3HaHHSIMU Ta Oi3Hec-
KOMYHIKAILlISIMU — aKTyaJlbHI TpPEHAM I1HHOBAUIMHOIO PO3BUTKY CYYacCHHUX
oprasizaiii. E¢exmusna EeKOHOMIKA. 2022. No I. URL:
http://www.economy.nayka.com.ua/?0p=1&z=9868

5. JlaBpunenko C., 3eminceka A., be3gitko O. biznec-komyHikamii Ta ix
IHHOBAIIMHICTP B CHCTEMI MEHEI)KMEHTY TianpueMcTBa. EkoHoMika Ta
cycniabeTBo. 2023. No 48. DOI: https://doi.org/10.32782/2524-0072/2023-48-41

6. MoBa  Tina. Exciepumentn  Anpbepra  Marpabsna. ULR:
https://masterlev.com.ua/mova-tila-eksperimenti-alberta-magrabyana/

7. Hazapenko C., Marttomenko H. BrumB BHyTpimHIX KOMyHIKalid Ha
e(EeKTUBHICTD AISILHOCTI MANPUEMCTB. Exonomika ma cycnintecmeo 2023. No 56.
DOI: https://doi.org/10.32782/2524-0072/2023-56-92

8. [lerpomasnoBcrka C.€., Koryn K.IO. MapkeTuHrosi komyHikaiii B
MEpEeX1 IHTEpHET K 1HOBALIMHUU IHCTPYMEHT cTparerii nmpocyBaHHs. Haykosuu
gicnux Ilonmascvkoeo yuieepcumemy exonomixu i mopeieni. Cepis «Exonomiuni
Haykuy. 2021. No 2-2 (104). C. 78-83. DOI: https://doi.org/10.37734/2409-6873-
2021-2-2-11

9. [MoninkeBuu O. bizHec-koOMyHIKaIlli TATPUEMCTB 1HYCTPii TOCTUHHOCTI B
YMOBax TOJITHYHOT HECTAOUTBHOCTI. Pecmopanuuii i comenvbHuti KOHCANMUHE.
Innosayii. 2024 Tom 7 No 1. URL:
https://www.researchgate.net/publication/381516146_Business_Communications_
of Hospitality Industry Enterprises_in_Conditions_of Political Instability

10. Cemuxina M.B., byraeea M.B., Caseneaxo [.B. ComianbHa
BIJIMOBIJAIBHICT, 4Yepe3 Mpu3My Oi3HEC-KyJbTypU Ta JUIOBOTO CHUIKYBaHHS:
MEXaHI3MH peatizallii B TOPriBji Ta pecTopaHHOMY Oi3Heci. Exonomiunuil GicHuUK
Jlonbacy. C. 111-130. URL: www.chumachenko-readings.org/download/2024/09-
Semykina.pdf

11. Cuituncekuii B.B., 3aBansuunbka H.B., Bpyx O.0. [linoBuii eTuker y
MDKHapoJHOMY Oi3Heci: HaB4u.nmoci6. Marnomis, 2024. 288 c. LHHTY. YuransHuit
3a;m Ne2. [395 (075.8)/C53]

12. Business Communications Lab. URL: https://bizcomm.uark.edu/

13. Buhaieva M., Zapirchenko L., Hrynko Y. Informal communications as a
component of the information and analytical system for ensuring effective business
performance. Innovations and technologies in the service sphere and food industry.
2025. No 2 (16). URL: https://dspace.kntu.kr.ua/handle/123456789/16481

14. Naumik-Gladka K., Kakhovska O., Darmofal E., Stankevych S. Business
Communications in Environmental Tourism. Ukrainian Journal of Ecology, 2021.
11(1), 1-5. dot: 10.15421/2021_235. URL:



http://www.economy.nayka.com.ua/?op=1&z=9408
http://www.economy.nayka.com.ua/?op=1&z=9868
https://doi.org/10.32782/2524-0072/2023-48-41
https://masterlev.com.ua/mova-tila-eksperimenti-alberta-magrabyana/
https://doi.org/10.32782/2524-0072/2023-56-92
https://doi.org/10.37734/2409-6873-2021-2-2-11
https://doi.org/10.37734/2409-6873-2021-2-2-11
https://www.researchgate.net/publication/381516146_Business_Communications_of_Hospitality_Industry_Enterprises_in_Conditions_of_Political_Instability
https://www.researchgate.net/publication/381516146_Business_Communications_of_Hospitality_Industry_Enterprises_in_Conditions_of_Political_Instability
http://www.chumachenko-readings.org/download/2024/09-Semykina.pdf
http://www.chumachenko-readings.org/download/2024/09-Semykina.pdf
https://bizcomm.uark.edu/
https://dspace.kntu.kr.ua/handle/123456789/16481

97

https://www.ujecology.com/articles/business-communications-in-environmental-
tourism.pdf

15. Shen L., Qian J., Chen S.C. Effective Communication Strategies of
Sustainable Hospitality: A Qualitative Exploration. Sustainability, 2020. 12(17),
6920. DOI: https://doi.org/10.3390/sul2176920

16. Zaichenko V., Buhaieva M., Features of business communication in the
hotel and restaurant business. Exonomiunuii gicnux /Jonbacy. 2024. Ne 4 (78). P. 91—
100. URL: http://evd.luguniv.edu.ua/index.php/evd/article/view/536

Information resources
1. Business Communications Lab. URL:
https://walton.uark.edu/business-communication-lab/resources/



https://www.ujecology.com/articles/business-communications-in-environmental-tourism.pdf
https://www.ujecology.com/articles/business-communications-in-environmental-tourism.pdf
https://doi.org/10.3390/su12176920
http://evd.luguniv.edu.ua/index.php/evd/article/view/536
https://walton.uark.edu/business-communication-lab/resources/

Educational and Methodological Publication

BUSINESS COMMUNICATION IN PROFESSIONAL AND PUBLIC
ACTIVITIES

Methodological Instruction and Assignments for Studying the Discipline
Specialty J2 «Hotel and Restaurant Business and Catering»,
Field of Study J « Transport and Servicesy,
EPP «Hotel and Restaurant Business and Catering»

Compiler: Buhaieva M.V.
Reviewer: Zaichenko V. V.

98



