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Abstract 
In this report, there is an intercultural business communication audit of a multinational hotel chain and examining its current communication practices in terms of their effectiveness and difficulties in functioning in cross-cultural environments. It is about finding out the areas where the communication between the head office and regional divisions was interfered with, as well as determining whether the language, tone, and terminology that are used in training manuals, scripts of customer service teams, and internal emails are used correctly. Based on intercultural communication theories and business English theories, the audit points at the strong aspects, including standardized procedures and professional language, as well as the weak ones, which include cultural blindness and failure to use language clearly. In terms of methodology, the report uses qualitative method of analysis of both real and hypothetical samples of communication to identify trends of miscommunication as well as the areas of improvement. These results uphold the necessity to develop a stronger cross-training, embracive language policies, and more definitive communication standards. All in all, the report suggests practical recommendations that can increase inclusivity, respectfulness, and effectiveness of communication environment in global hospitality operations.
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[bookmark: _Toc201503555]Introduction
The hospitality market is also dependent on good intercultural business communication, as the chains of international hotels are working in heterogeneous cultural and linguistic settings. This audit is aimed at scrutinizing the practice of communication used in one of the major hotel brands, considering the impact of the use of language, the tone, and words that influence the communication of the staff as well as the experiences of the customers in different areas. Due to the spreading of hotel chains all over the world, interruptions between communication channels, especially between the head offices and regional units, may become a barrier in terms of efficiency and service quality. Such difficulties have been found to be based on an incongruent message, vague language in training or culture-offensive customer service practices. This report seeks to address these problems, assess the current activities in the context of the theories of intercultural communication and suggest the ways to make it better. The final aim is to increase the inclusivity and professionalism and clarity of any business communication in the entity. The given audit can be considered as a part of further due research on the ways business English and communication models can be maximized in the multicultural and multi-lingual corporate environment.
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[bookmark: _Toc201503557]Business English in Global Hospitality Settings
According to (Calisto et al., 2021) Business English in hospitality is the most important source of communicating in the global hospitality industry, between multinational workforces and international guests. Not only that it has been a tool of information delivery but also as a tool of representing brand uniformity across different regions. Hotel employees are usually educated to speak a standardized version of English introduced with the terms and expressions related to hospitality, polite phrases, and service-oriented expressions. It is based on this standardization that we are capable of ensuring a standardized guest experience. Nevertheless, the situation becomes complicated when different employees speak different levels of English, and this may affect quality of communications and its professionality. In places where there is high pressure like hotels, poor communication skills especially in English can result into a delay in service delivery, miscommunication, and loss of customer satisfaction. In addition, applying scripted language can obstruct the options of the employees to respond with flexibility to the needs of the guests particularly when handling complaints or special request. Hence, contextual understanding and manipulation of language use is a skill needed in effective communication in such settings besides mere skill in language use.
[bookmark: _Toc201503558]Intercultural Communication Frameworks
According to (González-Torres et al., 2021) Intercultural communication models will give knowledge on the way people in contrasting cultural backgrounds perceive and react to communication. Hotel chains that operate in countries around the world also have a different mix of staff and management whose cultures vary, resulting in a variety of expectations in regard to communication style, formality, authoritative, and feedback. Let us say you may tend to talk directly and speak out an opinion in certain cultures whereas other cultures make it a point to sound indirect and keep things harmonious. Such disparities can create confusion or even a conflict unless they are addressed well. Intercultural frameworks assist in finding sources of possible barriers and providing solutions on how to solve these barrier in the communication process. These cultural differences are also significant in the context of hotel operation both in interpersonal interaction amongst the employees as well as communication between the employees and the guests. The mental state of misunderstanding may exist when prejudices of cultures remain unaddressed, like the cases in misunderstanding gestures, tone of voices, or body languages. With a systematic knowledge of such styles of communication, the hotel teams can better manage themselves vis-a-vis the interactions they make to enhance the cohesiveness and satisfaction of the guests.
[bookmark: _Toc201503559]Language, Tone, and Terminology in Professional Communication
According to (Fernández-Vallejo, 2023) the words, the tone, and expressions to be used in professional communication in the hospitality industry directly affect perception and reception of messages. There should be simple, clear and ambiguity-free language to prevent miscommunication especially with the staff as some can be using English as a second language. Communication should be using a tone that is quite respectful and depending on the purpose of the message; this can either be instructional message, informational message or message meant to persuade. During the interaction with the customer in the service industry, a polite and cordial tone can develop a favorable guest experience whereas it is likely that the harsh or a robot-like tone will result in dissatisfaction. All forms of communications including, training manuals, and service scripts as such should use the same terminology to remain constancy. Yet, too much corporate and culture-specific jargon may confuse other non-native readers or distance them. Hotels can achieve the benefits of professionalism, inclusivity and efficiency in their operations around the world by closely observing the language, tone and terminology used in any forms of communication.
[bookmark: _Toc201503560] Methodology
This intercultural business communication audit is based on the methodology that is aimed at assessing the effectiveness of communication process in a multinational chain of hotels. The audit would reveal the strong as well as weak areas of the current forms of inter cultural communication within the organization in the different levels (García-Almeida & Bolívar-Cruz, 2020). This part will describe the strategy of collecting relevant data, selection of materials to be reviewed as well as the analysis model that will be utilized in interpreting the findings.
[bookmark: _Toc201503561]Data Collection Methods
A mixed approach was applied in order to collect both qualitative and quantitative data that would be used to conduct a credible communication audit. Such methods are analysis of documents, observational reviews, evaluation of hypothetical scenarios. Since most of organizational communication is of internal and even confidential nature, real world examples were complemented with hypothetically built communications break downs according to typical industry practice (Courage Shereni & Rogerson, 2022).
This audit was focused on document analysis. Where they existed, internal communication tools (i.e. training manuals, customer service scripts, emails between head office and regional branches and employee handbooks) were examined (Choy et al., 2021). Such papers gave a clue on language, tone, terminologies and framework that the organization applied in its day-to-day activities.
Along with document analysis, the review of observations was simulated by means of mock role-playing situations and service communication. These involved the normal front-desk discussions, meetings with the managerial team and communication through email and messaging apps (Almeida & Campos, 2022). These simulations gave an opportunity to define patterns in language usage, tone, responsiveness, and cultural sensitivity.
Moreover, in order to distinguish possible/recurrent problems of intercultural communication, break-situations were hypothetically constructed. They are cases of misunderstanding between culturally diverse teams, misunderstandings of certain company policies based on the linguistic uncertainty, or complaints of their guests based on culturally inappropriate provision of services. Inclusion of this sort of cases is what enabled a wider and more thoughtful appreciation of how the communication challenges may occur in real life scenario in the operations of the hotel (Bugdol et al., 2023).
[bookmark: _Toc201503562]Sample Materials Reviewed
Reviewed materials to be used on this audit were chosen so as to indicate the different layers and formats of business communication within a hospitality environment. These included:
· Training Manuals: The manuals in this category were scrutinized on clarity, inclusiveness and the tone of appropriateness of the manuals. Particular importance was paid to the segment related to safety procedures, guidelines of interaction with customers, and expectations of the conduct of the employees (Le & Phi, 2021).
· Customer Service Scripts: Scripts provided to frontline employees to use in relation with a guest were checked in terms of consistency of the tone, correctness of the phrases used and the lingual flexibility to adapt the content to various guest needs. Those phrases which were seen as biased in nature both in terms of culture as well as too much standardized were highlighted to be analyzed.
· Internal Emails: The ability to communicate with the regions or local teams was evaluated in terms of tone, clarity and accessibility. This contained memos, performance changes, and operations (POPȘA, 2023). It was observed that such features as using idiomatic expressions, excessively formal language, or unclear words and terms could serve as possible risk categories of miscommunication.
· Feedback Forms and Incident Reports: In cases where provided, examples of guests feedback and internal incident reports were provided in order to pinpoint the way breaches of communication are reported and addressed (Boiko, 2021). These were valuable in giving hints to the issues arising regularly and how respondent the organization is.
· Multilingual Materials: The translated materials also analyzed to determine whether useful messages can still be passed using different language (Oe & Le, 2023). The difference in meaning or tone as a result of bad translation practices were regarded in the assessment of the quality of intercultural communication.
Analy In the process of communication audit a generalized theoretical concept was implemented, which united linguistic and intercultural communication theory. This bipolar approach allowed developing an in-depth insight into not only the content of what is being discussed, but the mode of its communication and its interpretation between cultures. In order to interpret the materials used in communication, thematic analysis approach was applied. The technique has been selected to find the pattern, common issues, and inconsistencies in different documents and forms of communication.
Language clarity was one of the main themes dealt with. The evaluation in the analysis was based on the assessment of the suitability of the vocabulary in the analysis to the target audience. That was the evaluation of the order of sentences, the meaning and clarification of technical terms, and overall readability of contents. Studies indicate that communication may be ineffective once a lot of jargon, a passive voice, or the use of overly complicated sentences is present, which does not facilitate comprehension and predisposes to miscommunication (Al-Jarf, 2021). Hence, the content of communication was analyzed in terms of simplicity, accuracy, and clarity, so that particular messages could be well understood by every reader.
The second area of emphasis was the tone appropriateness. In professional communication, it is vital to create a tone of trust and demonstrate respect with the help of tone usage. The materials were checked to see how they were written in such a way that they were not offensive and exclusive but neutral to the culture. The special focus was made on the ways the hierarchical relationships were displayed, the way the feedback was delivered and the way the customer complaints should be handled. The proposed tone can prove to be influential towards the openness and accessibility of an organizational communication culture.
The third field of evaluation was terminology and inclusivity. It evaluated the language of communication materials used to be gender-inclusive, sensitive to culture, free of stereotypes or even indicator of prejudices. When living in multicultural settings, culturally insensitive and too locally oriented words or phrases can cause misunderstandings or disaffection among some people (Petliovana, 2020). Therefore, to build a welcoming and accepting environment of the workplace, it is critical to make sure that the terms used are inclusive and non-discriminative.
It was also conducted analysis of inculcating the observed communication behaviors with known cultural communication categories. This involved the difference between high and low- context communications, direct or indirect feedback execution, as well as whether the communication was based on a hierarchical or egalitarian approach to organisational cultures (Gaur et al., 2021). This was a comparison with ideal cultural communication models, which helped to identify possible misfits or lack efﬁciency that may lead to miscommunication or even friction in operations.
Finally, these communication issues were discussed in regard to their practical implications. The consequences of poor communication may be vast, including impairment of teamwork, damaged quality of services, customer dissatisfaction and staff morale. The identified gaps were compared to the best practice benchmarks of the hospitality industry where recommendations to improve communication practices were formulated (Calisto et al., 2021).
Thus, this audit implemented a strong theoretical and analytical paradigm in evaluating the strengths of communication strategies critically. Following the recommendations of the audit relating to the clarity, tone, inclusivity, and intercultural compatibility, the insights supplied will further the effectiveness of both internal and external communication.
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[bookmark: _Toc201503565]Strengths in Current Communication Practices
The audit identified a number of strong points in the way the multinational hotel chain currently communicates. To begin with, Business English spoken with uniformity in its global outlets facilitates and enhances uniformity in its message and services. Training publications and customer services scripts provide a professional tone, with politeness, clarity, and guest satisfaction being the highlights. It is rather systematic and informative: the directions of the head office are written in bullet points, with skillful headlines and step-by-step explanations that, in general, can be followed easily (González-Torres et al., 2021). The evidence of an attempt to favour linguistic diversity can also be seen through including the visual aids and translated materials in a variety of languages to be used by the frontline staff. Additionally, frequent virtual meetings and internal newsletters help to increase the relationships and make sure that not important pieces of news are left behind any part of the region.
[bookmark: _Toc201503566]Identified Breakdowns in Intercultural Communication
Some failures in the cross-cultural communication, in spite of the strengths, were determined. Such are the misrepresentations associated with culturally insensitive expressions, failure to develop an adaptation of the training material with localities, and the inability to manage complaints of guests in non-English-speaking nations. The head office may use idiums or very formalized language in their emails that the regional teams can hardly interpret. Divergence in communication style e.g. whether to be direct versus indirect in team communications i.e. in cross cultural interactions usually translates into differences in interpretation or conflict context (Fernández-Vallejo, 2023). Also, feedback processes are erratic with certain groups being reluctant to raise issues based on the cultural expectations of hierarchy and power.
[bookmark: _Toc201503567]Analysis of Language Use in Training Manuals and Customer Scripts
Training manuals and customer scripts are written in a formal, standardized and service-oriented language. But the audit showed few leeways on cultural differences when dealing with the guests. Such as the scripts tend to have a fixed format which might not speak to high-context culture guests. Moreover, not all technical words and process terminologies are well defined, which might be confusing to non-English speakers (García-Almeida & Bolívar-Cruz, 2020). Although the tone is overall cordial, it does not sound personal or culturally-sensitive that can potentially affect communication efficiency when considering a variety of regional settings.
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[bookmark: _Toc201503569]Interpretation of Findings Using Communication Theories
The theory of intercultural communication contains interesting information on the communication issues that were revealed in the process of the audit. There are two major theoretical frameworks, such as the high-context and low-context communication model by hall and the cultural dimensions by Hofstede, which are especially helpful to analyze the results. The communication breakdowns as seen can be a result of incompatibility between the low-context communication culture that is applied in most of the head offices of the hotel and the high complexity of communication applications that is mostly preferred in many of the branches in the region. Low-context cultures are mostly explicit and direct and thus organized communication is normally through formal emails or elaborate memos. Nevertheless in high-context cultures, directness may be perceived as impersonal or rude because those cultures appreciate the need to build relationships, unspoken communication and indirect speech.
One of the ways to take advantage of this could be observed through the way highly structural and plain emails sent by the head office might be misevalued or even disliked by employees belonging to high context cultures that would assume communication to be more relational and subtle. Likewise, Hofstede cultural dimensions especially the power distance along with uncertainty avoidance, can be used to understand why employees in certain regions do not dare provide upward feedback or ask questions. In high power distance countries, challenging the authority is considered to be a sign of disrespect, and in cultures with high uncertainty avoidance, ambiguity of offered instructions can cause unease without being directly opposed (Courage Shereni & Rogerson, 2022).
Hotel standard communication strategy which is one-size-fits-all does not consider these differences in cultures resulting in miscommunication, low level of staff engagement, and inefficiencies. In a bid to achieve a better communication, the hotel needs to change its practices to match the intercultural preferences of its workforce and customers who are diverse.
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Effectiveness of communication is a major problem both to internal and external stakeholders in hospitality industry. To the internal stakeholders, such as staff and managers, diminished communications would affect performance of a team, job satisfaction, and understanding of roles. A misunderstanding and inefficiencies occur when the employees do not understand their duties or get mixed directions. It is especially an issue in multicultural groups, where employees can become alienated and demotivated due to a lack of understanding in the area of culture, leading to diminished motivation and decreased productivity. Such forces may eventually result in a dysfunctional workforce with more staff turnover and weak team collation.
According to the viewpoint of external stakeholders, communication inefficiency may cause low service and unsolved cases of complaints and dissatisfactions in general. Audiences demand proficient, timely, and cultural responsive correspondence. Lack of the same leads to miscommunication, lack of expectations, and ultimately lost brand image of the hotel (Choy et al., 2021). This is especially important in the hospitality industry to which the quality of service is directly tied to customer loyalty and reviews.
Failure to meet local regulations and policies is another shortcoming resulting in miscommunication. Operating in the international marketplace, misinterpretation of the norms of the law or procedures through poor communication may lead to the emergence of legal and procedural differences, one being failure to conform to labour laws, occupational health and safety standards, or consumer laws in various regions. Not only do such problems bring up penalties and lawsuits, but they also reduce the sustainability of operations and business ethics. Thus, effective communication is crucial to the welfare of the workforce and sustainability of stakeholder confidence.
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When comparing the audited hotel chain and the global leaders in the sphere of hospitality business, one can note a similar strength that is presented in matters like homogenization of the language and application of the fundamental principles of service. All these competencies are sound pillars towards the much needed consistent service delivery in any given location. Standardization of language makes the language contained in a message consistent and professionally framed, which plays a crucial role in ensuring consistency in brand names and customer confidence. In the same manner, the fact that the service protocols are standardized also adds to the stable guest experience, regardless of where the property is located.
Nevertheless, although these strengths are a positive side, adaptive communication strategies and culturally personalized training programs can be found to have certain and notable gaps in the hotel chain. The major hotel chains all over the world, on the other hand, made substantial investments in intercultural competence development, region-specific service planning, and dynamic communication tools capable of responding to the local cultural specifics and demands (Almeida & Campos, 2022). These organizations acknowledge that the meaning of hospitality is not merely consistent anymore but culture-sensitive and compassionate. They know that guests with diverse background will need a service that accommodates and addresses their individual cultural norms and preferences in the way they like to communicate.
Although the structure of the current communication framework of the hotel is fine, it does not have the flexibility and cultural sensitivity that accompanies the changing standards of global hospitality. As globalization continues and diverse visitors join the staff, hotels have to be more dynamic, inclusive, and regionally diverse (Almeida & Campos, 2022). This goes beyond translating to language localization but also to educating employees to become culturally sensitive and cognizant. Individual training that involves intercultural situations and communication practice by simulating them can go an extra mile towards making the staff more prepared to handle different customers.
The hotel will be unable to compete by simply maintaining a one-size-fits-all model to provide its clients with outstanding service in the long term. This incorporates overhauling its training schemes to prioritise cultural awareness, using adaptive methods of communications, and creating a working culture that embraces diversity and inclusion across the hierarchies. In the absence of these modifications, the hotel will find itself at a disadvantage compared to other players in the hospitality industry that is becoming more culturally sensitive and requires high levels of personalized service to its customers.
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This Intercultural business communication between foreign countries audit of one of the multinational hotel chains both strengths and opportunities of its current practices are reflected in it. Even though standardized Business English and formal communication are helpful to maintain consistency and professionalism, they become limited when they fail to be altered to the requirements of varied cultures. The study identified that such breakdowns in communications occurred due to vague language during the communication, cultural insensitivity, and lack of flexibility of training materials, which do not represent regional variety. According to the theories of intercultural communication, to achieve better internal cooperation and satisfaction with the guests, it is necessary to be more aware of the cultural preferences regarding the communication style, tone of voice and order in the workplace. The hotel needs to employ more accommodative, culturally-sensitive communication measures that are more flexible to help it remain competitive and inclusive, which can be done by localizing training materials, use of simpler language, and ways of receiving feedback that does not disrespect cultural norms. By improving linguistic fluency and cultural sensitivity, the organization will be able to reinforce employee morale and customer experience within its international business in parallel. Such enhancements are essential towards success in the global hospitality market in the long run.
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