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Abstract
Business English is an important aspect in communicating within the customs of the hospitality industry. Business English includes clear communication, effective interaction with others, and awareness of the various cultures and others. In addition to that,  using inclusive language in the written communication makes the writing more engaging as well as clear to the readers. The active voice, which is included in the inclusive language, also increases the reliability and accountability, which is an important aspect in business communication with customers in the hospitality industry. The global manual of training includes informing of the same core information related to the operational requirements of the business. The secondary qualitative research method is used in this study. The design of the research includes an exploratory research design, and the research philosophy in this research is interpretivism. Maintaining the guidelines is quite important as the chances of inaccurate conclusions can be avoided. The ethical consideration also includes maintaining the proper citation and integrity of the authors. The Zenith Adventure Hotels is not able to use inclusive language in its business, and also, all the official activities of the hotel chain are maintained by the staff of the headquarters, which is a big issue for the company to deal with customers from different regions. The overall cost of the training sessions also reduced by introducing the global manual in the training sessions. The global manual is also useful for employees to not depend on managers in any unknown and adverse situation, as this training program also includes information about the situations and answers related to them in the training sessions. As the global business Zenith Adventure Hotels requires, to follows the communication style in which various specialists related to intellectual communications are included. However, in the communication style of Zenith Adventure Hotels, intellectual communication is missing. Zenith Adventure Hotels, by using gender-neutral terms which gender neutral, gender-neutral local metaphors, and others, can mitigate the misunderstanding between the staff of the hotels and the customers. In addition to that, avoiding any slang, sarcastic language is also useful in mitigating the misunderstanding related to any language misunderstandings.
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[bookmark: _ogtrvcbndayb]Introduction
Intellectual communication plays a vital role in the growth of the business, which operates globally.  This study is going to highlight the interpersonal skills that are essential to follow in the hospitality industry. In this study, the importance of Business  English is going to be discussed. This study is going to highlight the interpersonal skills that are essential to follow in the hospitality industry. In this study, the importance of Business  English is going to be discussed. The communication style and language that are used in intellectual communication are also going to be discussed in this study. The active voice, which is included in the inclusive language, also increases the reliability and accountability, which is an important aspect in business communication with customers in the hospitality industry.  This study will also going to be mention the general terminologies used in intellectual communications. The inclusive language also included the active voice in the writing, and also in speaking, which is useful in clear communication and increasing clarity in the communication. This study is also going to discuss the frameworks that are beneficial in training. The global manual of training includes informing of the same core information related to the operational requirements of the business. In this study, the theories related to intercultural communication are also going to be highlighted. To understand the variations regarding the cultural dimension, Hofstede's Cultural Dimensions Theory is useful, and Hall's Theory is useful. The communication style and language that are used in intellectual communication are also going to be discussed in this study. This study will also going to be mention the general terminologies used in intellectual communications. This study is also going to discuss the frameworks that are beneficial in training. The global manual of training includes informing of the same core information related to the operational requirements of the business.  In this study, the theories related to intercultural communication are also going to be highlighted. With the help of this theory, the companies that operate businesses in various countries can navigate the variations in the different cultures. There are also methodology, findings, and decision sections included in this study. Zenith Adventure Hotels, by using gender-neutral terms which gender neutral, gender-neutral local metaphors, and others, can mitigate the misunderstanding between the staff of the hotels and the customers. In addition to that, avoiding any slang, sarcastic language is also useful in mitigating the misunderstanding related to any language misunderstandings.

[bookmark: _fcckiiwl1sti]Literature Review 
[bookmark: _ntrtrriq1wkc]Importance of Business English in  the Hospitality Industry 
Business English is an important aspect in communicating within the customs of the hospitality industry. As stated by Almashhadani & Almashhadani, (2023), business English includes clear communication, effective interaction with others, and awareness of the various cultures and others.  Business English helps a business gain huge success and increase the reputation of the company. In the hospitality industry, hotels have to deal with customers from various regions, and hence, the hospitality industry has to focus more on Business English to make the business more customer-friendly. 
According to Nghia et al. (2023), business English also helps in negotiation and relationship building, which is an important task in the hospitality industry. Hospitality industry provides services to customers; hence, maintaining a healthy relationship is quite important in this context to make the customers loyal customers of the business. As this industry is mainly based on providing services to the customers, maintaining a polite tone while communicating with the customers is quite important, which helps to maintain the reputation of the hotels and also makes the customers happy.  
According to Islam, S. (2024), maintaining clear communication in the business is important for maintaining transparency with the customers. The Zenith Adventure Hotels also focus on clear communication and a polite tone when communicating with customers. Zenith Adventure Hotels, in its training session for the staff, provides information about the guidelines that need to be followed in which the communication guidelines are also included. But the training of Zenith Adventure Hotels includes communicating with customers of a variety of demographics at similar tones, which creates issues for Asian customers as the communication style is different in Asian countries, and there is no specific training or changes in the guidelines related to communication for different countries. Changes in the communication style in various demographics of the employees of Zenith Adventure Hotels are required as per the communication style of the location.
[bookmark: _yb516e9ot1yl]Communication Style and Language that are Used in Intellectual Communication 
The language that is used in the business that operates globally plays a vital role, and small issues can lead to a big misunderstanding.  As stated by Tomec & Gričar (2024), the businesses that operate globally require to use of specific tone and language as per the local language to mitigate misunderstandings. Using inclusive language also helps to reduce the biased in the workplace, which occurs due to the stereotypical thinking style of the staff. In addition to that,  using inclusive language in the written communication makes the writing more engaging as well as clear to the readers.  According to Davenport (2025), the active voice, which is included in inclusive language, also increases reliability and accountability, which is an important aspect in business communication with customers in the hospitality industry. As stated by Su et al. (2023),  the communication tones in different regions are different, which leads to impacts on the reputation of the business. Zenith Adventure Hotels, which operates its business in different demographics, uses the same language in its official emails and marketing emails, and messages, which is not appropriate in a global context. This led to misunderstanding as well as dissatisfaction among the customers.  The company needs to use a specific communication style to mitigate the issues and maintain its reputation.
[bookmark: _gyc79a40j7ly]General Terminologies Used in Intellectual Communications 
Inclusive language in use using the time and language are respectful to all people from diverse demographics. According to Potočnik Topler et al. (2023), the inclusive language also includes the active voice in writing and in speaking, which is useful in clear communication and increasing clarity in communication. In addition to that, in clear communication, any link of terms that incite racism is also avoided; ethnicity is not the communication. There are various aspects of the languages that are used in inclusive language that need to be followed by the hospitality industry to mitigate any misunderstandings. Zenith Adventure Hotels, by using gender-neutral terms which gender neutral, gender-neutral local metaphors, and others, can mitigate the misunderstanding between the staff of the hotels and the customers.  According to Fiset et al. (2024), avoiding any slang, sarcastic language is also useful in mitigating the misunderstanding related to any language misunderstandings. The Zenith Adventure Hotels is not able to use inclusive language in its business, and also, all the official activities of the hotel chain are maintained by the staff of the headquarters, which is a big issue for the company to deal with customers from different regions.
[bookmark: _3gn30liqvpfy]Frameworks that are beneficial in Training 
Using the global training manual is important in a business that operates globally. The Zenith Adventure Hotels require training employees by adopting a global manual for their training. In the training session, information about the importance of adopting cultural norms in the workplace and the language style is important to make the customers happy. The global manual of training includes informing of the same core information related to the operational requirements of the business.  According to Adepoju et al. (2022), in the global manual also includes information about the clear framework of the tasks, which helps in enhancing operational efficiency.  The global manual in the training of the staff also helps to onboard the staff, which is good for the business to give extra efforts and time in training sessions, and in these training programs, the issues related to misunderstanding are fewer.  The overall cost of the training sessions also reduced by introducing the global manual in the training sessions.  According to Vu et al. (2022), he global manual is also useful for employees to not depend on managers in any unknown and adverse situation, as this training program also includes information about the situations and answers related to them in the training sessions. In addition to that, understanding the cultural language style and tone is important in the global business in the hospitality industry, which helps the staff of the hotels to portray themselves well and to provide better service as per the requirements of the customers. The Zenith Adventure Hotels uses technical English in its operation, which is quite tough for foreign staff of different backgrounds to understand. This way, the misunderstandings in the guidelines happen. 
[bookmark: _o27rfgtoz5h8]Theories Related to Intercultural Communication 
To understand the variations regarding the cultural dimension the Hofstede's Cultural Dimensions Theory is useful. According to Żemojtel-Piotrowska & Piotrowski (2023), as per this theory,  there are six dimensions that are related to cultural variations. The dimensions are power distance, individualism vs collectivism, Masculinity vs femininity, uncertainty avoidance, long-term orientation vs short-term orientation, and indulgence vs restraint. This theory is used in evaluation and implementation of cross-cultural communication.  With the help of this theory, the companies that operate businesses in various countries can navigate the variations in the different cultures. Understanding the cultural norms and the communication style is useful for a business that operates globally to manage its operations in a better way and to gain success. With the help of this theory, the requirement in the  Zenith Adventure Hotels related to the requirement of adopting various strategies to deal with customers from different regions is understood. As Zenith Adventure Hotels operates its business in Asian as well as European countries, the communication style in official communication needs to be different as per the region. As per the theory, the Asain countries are included in the high power distance cultures and prefer formal communications. On the other hand, the European participants preferred the informal style. Hence, the variation in the communication style of the hotel is required to be different due to the demand of customers of various demographics.  As stated by Krumov et al.  (2022), European countries focus on individualism, whereas Asian countries focus on collectivism while working, which causes misunderstanding among the members regarding the work. It is very important to keep informed about the differences in communication between managers and employees, which can lead to misunderstandings because of these differences.
While understanding intellectual communication, Hall's High Context and Low Context communication Theory is also useful.  As per this theory, the countries with high culture give emphasis to nonverbal and indirect communication. Among such countries, Asia and Africa are included, which prefer direct and nonverbal communication. On the other hand, countries with low context culture, including Europe, the USA, and others, preferred direct communication.  According to Popović (2024), the changes as per the preference of the countries Zenith Adventure Hotels requires to make in its emails and other official communication which is useful to maintain the goodwill of the business. The communication style of the staff who are working in different departments in Zenith Adventure Hotels also needs to follow the regional style to maintain the goodwill of the business.
[bookmark: _pmu357fhygng]Methodology 
The secondary qualitative research method is used in this study. The design of the research includes an exploratory research design, and the research philosophy in this research is interpretivism. The interpretivist philosophy is chosen to conduct this paper, as this philosophy is useful to analyze the typical way in which various approaches are evaluated based on the social world. Hence, this philosophy is appropriate for this paper (Ikram & Kenayathulla, 2022). The exploratory research design is selected to conduct this paper as this design includes evaluating a topic in which no specific problem is included, so that the topic can be evaluated based on various approaches. This topic of the study also requires different approaches so that the conclusion can be made with valuable insight. The data collection method of this study is secondary qualitative, in which the information related to the research topic is gathered from articles and journals which are published earlier. The data analysis technique in this study is thematic analysis, in which themes are made so that the analysis of the findings can be done effectively.  In the thematic analysis, the review of the articles is done, and valuable insights related to the topic are made to make this study rich with available data and insight. The reason for selecting secondary qualitative research is that the overall study can be completed within a shorter time with effectiveness, and by requiring existing articles and journals related to the topic. The sampling technique which is used in this study is stratified sampling. The reason behind selecting this sampling technique is that with the help of this technique, the study can be more effective and feasible. This technique is also beneficial for this study as it helps to work in a smaller dataset so that research bias can be avoided. It's very important to avoid researcher bias for maintaining the integrity of the study. The miscommunication between the manager and the staff is the result of poor management of the Zenith Adventure Hotels.  The misunderstanding was among the staff and the customers because of the missing paperwork related to the global manual of training in the training programs of the Zenith Adventure Hotels. This business operates its operations in various demographics without adopting intellectual communication, which is one of the college's goals for its operations. Hofstede's Cultural Dimensions Theory also highlights the failure of the Zenith Adventure Hotels to operate its business effectively by integrating cultural diversity. The emails and the form communications that are made within the Zenith Adventure Hotels are also not appropriate as per the requirement.  As per this theory, power distance and the sensitivity alignment are also not present in the Zenith Adventure Hotels. 
In this study, the ethical considerations are also maintained, and the guidelines of the university are followed. Maintaining the guidelines is quite important as the chances of inaccurate conclusions can be avoided (Amobonye et al. 2024). The ethical consideration also includes maintaining the proper citation and integrity of the authors. In addition to that, the information that is collected for the published articles and journals is also mentioned with the authors. The articles and journals that have been published in the last five years are obligated to be used to conduct this study.  The articles and journals which are selected for this study are relevant to the topic and also help to present valuable data and insights related to the various aspects of the topic. The articles and journals are properly reviewed before sectioning for this study. All of the Arcatcakes and journals are printed in the online platform, and there are pdf formats are also available. All the articles and journals that are selected are written in English.


[bookmark: _m6ze3jde9276]Findings 
The inconsistency in the training program is one of the issues at Zenith Adventure Hotels. The training programs of the hotel are not appropriate for the operations of this business. The Zenith Adventure Hotels operates its business in different countries, but the training program of this hotel is not based in the global context, which creates challenges for the staff to operate the business in different demographics.  The Asian staff of the business faced issues in maintaining the duties and retaining the customers (Hauer et al. 2021). As the communication style and tone are different in asian countries, adjustments in working styles also need to be different. The European version of the charismatic style is included in the training manual because the staffs of European countries feels comfortable with the workstyle.  On the other hand, the training process needs to include various styles of communications and the working manuals so that the customers and staff of the Asain countries can be comfortable with the overall operations of Zenith Adventure Hotels. The email communication style and the other official communication style of the Zenith Adventure Hotels follow the same pattern for all of the regions, which is also one of the major challenges for the Asian staff to follow, and customers from this region also get offended due to the informal communication. The miscommunication among the managers and the staff is also included due to the generalized emails and the other official format of Tenith Adventure Hotels used for the hotels for its different regional branches. The direct language which are used in emails is often viewed as an aggressive tone of Managers' emails to Asians need to change. In addition to that, the training contents are also not available in the local language, which is also one of the challenges for staff of various demographic groups to understand the training content Guo et al. 2025).  The operations and overall functions of Zenith Adventure Hotels are based on Western culture, which is the main arena for the Asain and African staff. The staff of these hotels also does not attempt to understand the requirements of the customers of various regions because of the Western touch in the functions of the Zenith Adventure Hotels, and this way, the goodwill of the hotel is impacted in an adverse way. Additionally, as per the training manual of the company, the hotel staff use first names while addressing the customers, which is also something that leads to misunderstanding and dissatisfaction in customers of Asain countries as the culture of the demographic doesn't think it is appropriate to address someone directly with their first name. Though for the Europeans, addressing the customers with their first name is quite incorrect as per their culture. Moreover, the managers of Zenith Adventure Hotels also do not have proper knowledge related to international communication, and this hotel does not include such communication strategies for the training of the managers. These issues are the main barriers to achieving more success and competitive advantage for Zenith Adventure Hotels.
[bookmark: _a21mn4y464hb]Discussion
The findings of this study inform about the difference between the requirements of businesses that are operating globally and Zenith Adventure Hotels.  As the global business Zenith Adventure Hotels receives queries, it follows the communication style in which various specialists related to intellectual communications are included. However, in the communication style of Zenith Adventure Hotels, intellectual communication is missing. The customers feel distressed because of the inappropriate communication style of Zenith Adventure Hotels that are used in countries other than Europe. The miscommunication between the manager and the staff is the result of poor management of the Zenith Adventure Hotels.  The misunderstanding was among the staff and the customers because of the missing paperwork related to the global manual of training in the training programs of the Zenith Adventure Hotels. This business operates its operations in various demographics without adopting intellectual communication, which is one of the college's goals for its operations. Hofstede's Cultural Dimensions Theory also highlights the failure of the Zenith Adventure Hotels to operate its business effectively by integrating cultural diversity. The emails and the form communications that are made within the Zenith Adventure Hotels are also not appropriate as per the requirement.  As per this theory, power distance and the sensitivity alignment are also not present in the Zenith Adventure Hotels. The Hall's Theory, which is also included in this study, shows that low context styles are used in the communication of official mails (Xie et al. 2022). This communication style is also not proper as per global business, in which the staff and customers from different regions are included. In addition to that, the training sessions also include technical knowledge in the training sessions of Zenith Adventure Interpersonal skills are not included. As the communication tones in different regions are different, it leads to impacts on the reputation of the business. Zenith Adventure Hotels, which operates its business in different demographics, uses the same language in its official emails and marketing emails, and messages, which is not appropriate in a global context. This led to misunderstanding as well as dissatisfaction among the customers. Zenith Adventure Hotels, by using gender-neutral terms which gender neutral, gender-neutral local metaphors, and others, can mitigate the misunderstanding between the staff of the hotels and the customers. In addition to that, avoiding any slang, sarcastic language is also useful in mitigating the misunderstanding related to any language misunderstandings. The presence of inclusive language is also less in the communications style of the Zenith Adventure Hotels (Suwendri et al. 2025). These kinds of issues damage the goodwill of the company, and customer dissatisfaction of the customers increases. The miscommunication between the staff and the customers and dissatisfaction of the customers impact the success and customer base of the company adversely.
[bookmark: _l25da5jiiql8]Conclusion
It can be concluded that intellectual communication plays a vital role for the hotel chain that operates globally. This study is going to highlight the interpersonal skills that are essential to follow in the hospitality industry. In this study, the importance of Business  English is going to be discussed.Business English includes clear communication, effective interaction with others, and awareness of the various cultures and others. The communication style and language that are used in intellectual communication are also going to be discussed in this study. The active voice, which is included in the inclusive language, also increases the reliability and accountability, which is an important aspect in business communication with customers in the hospitality industry. This study will also going to be mention the general terminologies used in intellectual communications. There are various aspects of the languages that are used in inclusive language that need to be followed by the hospitality industry to mitigate any misunderstandings. This study is also going to discuss the frameworks that are beneficial in training. In this study, the theories related to intercultural communication are also going to be highlighted. Understanding the cultural norms and the communication style is useful for a business that operates globally to manage its operations in a better way and to gain success. There are also methodology, findings, and decision sections included in this study. The secondary qualitative research method is used in this study. The design of the research includes an exploratory research design, and the research philosophy in this research is interpretivism. The inconsistency in the training program is one of the issues at Zenith Adventure Hotels. The training programs of the hotel are not appropriate for the operations of this business. The active voice, which is included in the inclusive language, also increases the reliability and accountability, which is an important aspect in business communication with customers in the hospitality industry. Additionally, as per the training manual of the company, the hotel staff use first names while addressing the customers, which is also something that leads to misunderstanding and dissatisfaction in customers of Asain countries as the culture of the demographic doesn't think it is appropriate to address someone directly with their first name. Zenith Adventure Hotels, which operates its business in different demographics, uses the same language in its official emails and marketing emails, and messages, which is not appropriate in a global context. As the global business Zenith Adventure Hotels requires, to follows the communication style in which various specialists related to intellectual communications are included. However, in the communication style of Zenith Adventure Hotels, intellectual communication is missing. 
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