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1. Abstract

This audit report evaluates the intercultural business communication practices at "Global Grand
Hotels," a fictional major international hotel chain. The report highlights both strengths and
notable weaknesses in communication channels, content, and delivery across different
operational levels and cultural contexts. By employing established intercultural communication
theories (such as Hofstede, Hall, Trompenaars) and linguistic principles (like Plain English), the
audit examines hypothetical communication failures in internal directives, training materials, and
customer service interactions. Key findings reveal problems arising from excessively complex
Business English, insufficient cultural adaptation of messages, and a lack of awareness about
diverse communication styles. The report concludes with practical, actionable recommendations,
including mandatory intercultural communication training, the standardization of clear
communication guidelines, and investment in localized content, all aimed at promoting clarity,
inclusivity, and professionalism throughout "Global Grand Hotels'' global operations, thereby

enhancing overall organizational effectiveness and guest satisfaction.




2. Introduction
2.1. Background of the Multinational Hotel Chain ("' Global Grand Hotels')

"Global Grand Hotels" (GGH) is a leading international hotel chain that operates in more than

50 countries across six continents.

With a diverse workforce of over 100,000 employees and a variety of brands that range from
luxury resorts to budget accommodations, GGH takes pride in its global presence and dedication

to service excellence.

Its operational framework features a centralized head office (HO) situated in a primarily English-
speaking Western nation, several regional headquarters, and numerous individual hotel

properties overseen by local teams.

This multinational footprint requires highly effective intercultural communication to maintain

consistent brand standards, streamline operations, and foster a unified corporate culture.




2.2. Importance of Intercultural Communication in Hospitality

o In the hospitality sector, effective communication is crucial. This significance is
amplified in a multinational environment where employees, partners, and guests hail
from various linguistic and cultural backgrounds. Intercultural communication has a

direct effect on:

e Operational Efficiency: Clear instructions, policies, and training minimize errors and

boost productivity.

o Employee Morale and Retention: Being understood and understanding others cultivates a

sense of belonging and alleviates frustration.

o Brand Consistency: Upholding service standards and corporate values across different

markets.

o Customer Satisfaction: Efficient communication with guests from diverse backgrounds

results in improved experiences.

e Crisis Management: Prompt and clear communication during emergencies is essential.

e Innovation and Knowledge Sharing: Promoting the exchange of best practices and new

ideas across different regions.




2.3. Purpose and Scope of the Audit

The aim of this audit is to systematically evaluate the current intercultural communication

practices at "Global Grand Hotels." Specifically, it seeks to:
* Identify the existing strengths in the company's communication strategy.

* Highlight areas of weakness and possible breakdowns in communication across various cultural

contexts and organizational levels.

* Assess the influence of language selection, tone, and terminology in essential communication

channels.

* Recommend targeted and actionable enhancements based on intercultural communication
theories and linguistic principles to improve clarity, inclusivity, and professionalism in all

corporate correspondence and interactions.

The audit's scope encompasses internal communication between the Head Office and
regional/local branches, inter-regional communication, and internal communication related to
customer service. Although external customer-facing communication (such as marketing
websites) is taken into account, the primary emphasis is on internal operational and training

communications.




3. LITERATURE REVIEW

3.1. Defining Intercultural Business Communication

Intercultural business communication involves the examination and application of
communication across different cultural boundaries within a professional environment. It
recognizes that communication is significantly shaped by cultural norms, values, and
assumptions, which can result in misunderstandings if not properly comprehended. Important
elements include verbal aspects (such as language and tone) and non-verbal signals (including
body language, spatial awareness, and perceptions of time). In a global context, successful
intercultural communication transcends mere language translation; it requires cultural adaptation

and an appreciation of various communication styles (Samovar et al., 2017).

3.2. Key Communication Frameworks

Understanding cultural dimensions is crucial for analysing intercultural communication.




3.2.1. Hofstede's Cultural Dimensions Theory

Geert Hofstede's model identifies six dimensions of culture that influence values and behaviour,

including communication:

Power Distance
Index
(PDI)

Indulgence vs. Individualism
Restraint vs. Collectivism
(IND) (IDV)

Hofstede’s
Cultural

Dimensions

Long-term Theory
Orientation vs.
Short-term
Orientation
(LTO)

Uncertainty
Avoidance
Index
(UAI)

Masculinity vs.
Femininity
(MAS)

Fig. 1. Hofstede's Cultural Dimensions Theory

(source: iedunote.com)

o Power Distance Index (PDI): The extent to which less powerful members of
organizations accept and expect unequal power distribution. High PDI cultures might
prefer hierarchical communication, while low PDI cultures favor more egalitarian

exchanges.




Individualism vs. Collectivism (IDV): Focus on individual achievement vs. group
harmony. Individualistic cultures may prioritize direct feedback, while collectivistic

cultures might prefer indirect communication to save face.

Masculinity vs. Femininity (MAS): Emphasis on achievement, assertiveness
(masculinity) vs. cooperation, modesty (femininity). Impacts competitive vs.

collaborative communication styles.

Uncertainty Avoidance Index (UAI): Tolerance for ambiguity and unstructured
situations. High UAI cultures prefer clear rules and detailed instructions, impacting the

level of detail in communications.

Long-Term vs. Short-Term Orientation (LTO): Focus on future rewards vs. present or

past. Influences planning and strategic communication.

Indulgence vs. Restraint (IVR): Extent to which societies allow free gratification of

human desires vs. suppressing gratification through strict social norms. Less direct

impact on business communication but can influence motivational messaging. (Hofstede

Insights, n.d.)
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3.2.2. Trompenaars' Cultural Dimensions

Fons Trompenaars and Charles Hampden-Turner propose seven dimensions, including:

Universalism vs. Particularism: Rules vs. relationships. Impacts how policies are applied

and communicated.

Individualism vs. Communitarianism: Similar to Hofstede's IDV.

Neutral vs. Affective: Emotional expression. Impacts tone and non-verbal

communication.

Specific vs. Diffuse: Separation of work and private life. Influences directness and

personal disclosure.

Achievement vs. Ascription: Status based on merit vs. birth/age. Affects deference in

communication.

Time Orientation (Sequential vs. Synchronous): Linear vs. multi-tasking approach to

time. Impacts meeting structures and deadlines.

Internal vs. External Control: Belief in controlling vs. being controlled by environment.

Affects problem-solving communication. (Trompenaars & Hampden-Turner, 1997).

11




Trompenaars Cultural Dimensions

Universalism ﬁ Particularism
Individualism ﬁ Communitarianism
Specific ﬁ Diffuse
Neutral “ Affective
Achievement “ Ascription
Sequential time ﬁ Synchronous time
Internal direction ﬁ External direction

Fig. 2. Trompenaars' Cultural Dimensions

(Source: expertprogrammanagement.com)
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3.2.3. Hall's High-Context and Low-Context Cultures

Edward T. Hall's framework distinguishes between:

e High-Context Cultures: Communication relies heavily on implicit, non-verbal cues,

shared understanding, and context. Messages are often indirect. Examples include Japan,

China, Arab cultures.

e Low-Context Cultures: Communication is explicit, direct, and relies more on verbal

messages. Information is clearly stated. Examples include Germany, Switzerland,

Scandinavia, the USA.

Factor

High-context culture

Low-context culture

Cohesion and
separation of groups

Strong distinction between
ingroup and outgroup.
Strong sense of family.

Flexible and open grouping
patterns, changing as needed

People bonds

Strong people bonds with
affiliation to family and
community

Fragile bonds between people with
little sense of loyalty.

Level of commitment
to relationships

High commitment to long-
term relationships.
Relationship more important
than task.

Low commitment to relationship.
Task more important than
relationships.

Flexibility of time

Time is open and flexible.
Process is more important than
product

Time is highly organized.
Product is more important than
process

Fig. 3. Edward T. Hall's framework

(Source: slideplayer.com)
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Misunderstandings frequently arise when communicators from high-context cultures interact

with those from low-context cultures (Hall, 1976).

3.2.4. GLOBE Study (Global Leadership and Organizational Behaviour Effectiveness)

The GLOBE project expanded on Hofstede's work, examining nine cultural dimensions through
the lens of leadership, including performance orientation, humane orientation, and future
orientation. It provides a more nuanced view of how culture influences organizational practices

and communication styles (House et al., 2004).

Uncertainty Avoidance

Assertiveness 3 Future Orientation

Gender
Egalitarianism

Power
Distance

Family Crientation Institutional Collectivism

Performance Orentation Humane Orientation

— % S should be

Fig. 4. Global Leadership and Organizational Behaviour Effectiveness

(Source: ebrary.net)
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3.3. The Role of Business English as A Lingua Franca

In multinational corporations, Business English often serves as the lingua franca. While

facilitating global communication, it also presents challenges.

3.3.1. Challenges and Opportunities of Non-Native English Speakers

For non-native English speakers (NNES), communicating in Business English can lead to:

o Linguistic Barriers: Grammatical errors, pronunciation issues, limited vocabulary.

Fig. 5. Linguistic Barriers

(Source: komunikon.com)

15




Pragmatic Transfer: Applying their native language's communication norms to English,

leading to misinterpretations (e.g., directness, formality).

Components
of

Pragmatic Language

Conversational Non-Verbal Adapting
Skills Communication Language

Fig. 6. Pragmatic Language

(Source: mywellnesshub.in)
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e Reduced Confidence: Reluctance to speak up or contribute, impacting innovation and

idea sharing.

Fig. 7. Reduced Confidence

(Source: tokitus.com)

e Misinterpretations of Tone: Difficulty discerning sarcasm, nuance, or implicit meanings.

Fig. 8. Misinterpretations of Tone

(Source: ibcces.org)
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However, using English as a lingua franca (ELF) also offers opportunities for shared

understanding and a common platform, provided effective strategies are in place (Mauranen,

2009).

3.3.2. Plain English Principles and Clarity

To mitigate challenges, "Plain English" principles advocate for clear, concise, and unambiguous

language.

7 PRINCIPLES FOR

Plain Writing

Use short
sentences

Use active words

Stand up for
your ideas

Talk directly to
your audience

No jargon and
buzzwords

Start with your
message

Say what you
mean

Fig. 9. Plain English Principles

(Source: antoniamochan.com)
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This involves:

Using shorter sentences and common words.

e Avoiding jargon, acronyms, and idiomatic expressions.

e Structuring information logically.

o Using active voice.

e Focusing on the reader's needs.

These principles are particularly crucial in intercultural communication where linguistic and

cultural differences can amplify complexity (Cutts, 2009).
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3.4. Communication Breakdown Theories

Communication breakdowns occur when the intended message is not accurately received or

interpreted. In an intercultural context, these breakdowns are often due to:

e Encoding/Decoding Errors: The sender encodes a message based on their cultural norms,

and the receiver decodes it through theirs, leading to distortion.

o Semantic Noise: Different interpretations of words or phrases, especially jargon or

idioms.

e Psychological Noise: Preconceived notions, biases, or stress impacting reception.

o Cultural Filter: Individuals unconsciously filter information through their cultural lens,

potentially distorting messages that don't fit their worldview.

Noise is any factor that interferes with or impedes effective communication between a sender and
receiver. When noise disrupts the communication process or prevents the transmission of
information, it is said to be communication noise.

Physical noise

Physiological noise //
@ (
Psychological noise \‘\

Cultural noise

Fig. 10. Communication Breakdown Theories

(Source: fourweekmba.com)
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4. METHODOLOGY
4.1. Audit Approach

This audit adopts a qualitative and descriptive approach, combining theoretical analysis with
hypothetical practical examples. It aims to provide a diagnostic overview of intercultural
communication practices within "Global Grand Hotels." The analysis is structured to first
identify potential areas of concern based on common challenges in multinational corporations,
then apply established communication theories to explain these issues, and finally propose

targeted solutions.

4.2. Data Collection Methods

Given the constraints of a written audit report without direct access to a real organization, the

"data collection" methods are hypothetical but designed to mirror a real-world audit.

4.2.1. Review of Internal Documents

o Training Manuals: Analysis of language choice, complexity, use of visuals, cultural

relevance, and localization in manuals for frontline staff (e.g., Front Desk operations,

housekeeping procedures, HR policies). Focus on clarity for non-native English speakers.

e Customer Service Scripts/Templates: Examination of scripts for guest interactions (e.g.,

check-in/out, complaint handling, concierge services) for tone, formality, and potential

for cultural insensitivity.
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o Internal Email Communications: Review of sample email exchanges between Head
Office and regional teams, and between different regional teams. Assessment of

directness, tone, use of jargon, and clarity of instructions or requests.

e Policy Rollout Documents: Analysis of how new company policies or initiatives are
communicated from HO to diverse regions, looking for clarity, cultural adaptation, and

potential for misinterpretation.

4.2.2. Hypothetical Interviews/Surveys with Employees

e Head Office Staff: To understand their perspectives on communicating with diverse

regions, challenges faced, and assumptions about message reception.

o Regional Managers: To gauge their understanding of HO directives, challenges in

cascading information, and cultural nuances within their regions.

Fig. 11. Interviews with Employees

(Source: resources.workable.co)
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o Frontline Staff (e.g., Receptionists, Concierge, Housekeeping Supervisors): To gather
insights into their comprehension of training materials, customer service guidelines, and

communication with management and guests.

e HR and Training Departments: To understand current intercultural training initiatives and

communication strategies.

4.2.3. Hypothetical Observation of Communication Flows

o Virtual Meetings: Observing simulated interactions in virtual team meetings between HO
and regional staff, looking for participation levels, clarity of expression, and handling of

misunderstandings.

o Internal Communication Platforms: Simulating the use of internal intranets or

collaboration tools to see how information is shared and received across cultural groups.

Process of Communication

- = - = -

Fig. 12. Communication Flows

(Source: bcisnotes.com)
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4.3. Analytical Framework

The collected hypothetical data would be analysed using the following framework:

e Linguistic Analysis: Assessment of vocabulary complexity, sentence structure, use of
idioms, jargon, and acronyms, adherence to Plain English principles, and grammatical

accuracy.

e Cultural Dimension Mapping: Overlaying communication content and style with
Hofstede's, Hall's, and Trompenaars' dimensions to identify potential areas of conflict or

misunderstanding (e.g., direct vs. indirect, high vs. low context, power distance).

e Tone and Pragmatic Analysis: Evaluation of the perceived tone (formal, informal,
directive, collaborative), politeness strategies, and the implied meaning or intent behind

messages.

o Inclusivity Check: Assessing whether language and content are inclusive of all cultural

backgrounds, avoiding culturally specific references that may alienate or confuse.

e Clarity and Ambiguity Assessment: Determining the level of clarity in instructions,
policies, and expectations, and identifying instances of ambiguity that could lead to

CITors.
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5. Findings

Based on the hypothetical data collection and analysis, the following strengths and weaknesses in

"Global Grand Hotels"" intercultural communication practices are identified:

5.1. Communication Breakdown Scenarios

5.1.1. Head Office to Regional Branches (e.g., Policy Rollout - ""New Global Guest
Feedback System'")

Breakdown: A new global guest feedback system (NGGFS) was rolled out with a
detailed 50-page manual and accompanying emails from HO. In several Asian and
Middle Eastern regions (high-context, high PDI cultures), adoption was slow. Regional
managers, reluctant to openly admit confusion or challenge HO, simply delayed
implementation. Frontline staff, accustomed to learning through observation and
mentorship, found the extensive, text-heavy manual overwhelming and culturally

dissonant.

Analysis: The HO communication assumed a low-context, low PDI approach (direct,
detailed written instructions, expectation of independent learning and immediate
adoption). The language in the manual was technical, full of IT jargon, and lacked visual
aids relevant to local contexts. The tone was largely directive, not inviting questions or

alternative implementation suggestions.
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GUEST FEEDBACK COLLECTION

Fig. 13. Feedback System

(Source: guesttouch.com)

5.1.2. Inter-Regional Communication (e.g., Best Practice Sharing - '"Sustainable Practices
Initiative')

e Breakdown: A successful "zero-waste" initiative developed by a Scandinavian hotel (low
PDI, low context) was shared globally via an internal online forum. The proposal was
presented very directly, highlighting quantifiable cost savings. While effective in Western
European branches, uptake in some South American and Mediterranean branches (higher

context, more relationship-oriented) was minimal.
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Fig. 14. Sustainable Practices Initiative

(Source: online.hbs.edu)

Analysis: The communication lacked relationship-building elements. The focus was
purely on efficiency and cost, which may not resonate in cultures where personal
connections and collective responsibility (collectivism) are stronger motivators than
purely individualistic financial gains. The direct, almost blunt tone, while efficient for
some, might have been perceived as impersonal or even arrogant in other contexts,

hindering voluntary adoption.
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5.1.3. Internal Guest Service Communication (e.g., Complaint Handling Script)

e Breakdown: GGH implemented a standardized "service recovery" script for frontline
staff to address guest complaints. The script included phrases like "I understand your
frustration" and "I truly apologize for the inconvenience." While well-received in North
American and European contexts, some Asian guests perceived these apologies as
insincere or simply procedural, lacking genuine empathy, especially if the staff's non-
verbal cues (e.g., lack of eye contact, overly formal posture) contradicted the verbal

message due to cultural norms.
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Fig. 15. Complaint Handling Script

(Source: palmbeach.floridaweekly.com)
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e Analysis: The script's language, while polite in some Western contexts, might be too
indirect or formulaic for high-context cultures that value more overt displays of emotion
or a more personalized, less scripted approach to expressing regret and finding solutions.
The linguistic choice of "frustration" might be too strong or direct for some cultures,

where indirect acknowledgment of discomfort is preferred.

5.1.4. External Customer-Facing Communication (e.g., Website Language for Booking)

e Breakdown: The global booking website, primarily developed in English, used marketing
copy with subtle idiomatic expressions (e.g., "Experience a slice of heaven," "Your home
away from home"). Pricing information and cancellation policies, while legally accurate,
were presented in dense legalistic Business English, leading to confusion for some non-

native English speaking guests.

Fig. 16. Website Language for Booking

(Source: hotelierindia.com)

29




e Analysis: Over-reliance on idiomatic English phrases, which are difficult to translate
accurately and maintain impact. The legalistic tone of important information (e.g., T&Cs)
assumed a high level of English proficiency and familiarity with Western contractual

norms, which might not be universal. This impacts clarity and trust.

5.2. Analysis of Language Choice and Terminology
5.2.1. Jargon and Acronyms

Weakness: The Head Office frequently uses internal jargon and acronyms (e.g., "SOPs," "KPIs,"
"PMS," "RevPAR") without consistent explanation in global communications. While understood
by senior management, frontline and new staff in diverse regions often struggle to grasp their

meaning fully, leading to misinterpretations of directives and performance expectations.

5.2.2. Idiomatic Expressions and Cultural References

Weakness: Training materials and internal motivational messages from HO occasionally include

nn

idiomatic English expressions ("hit the ground running," "thinking outside the box") or
references to Western cultural phenomena (e.g., sports analogies, holiday traditions). These are

often lost in translation or lead to confusion for non-native English speakers or those from non-

Western cultural backgrounds.

5.2.3. Formal vs. Informal Language Use

Weakness: In email communications, there is an inconsistent application of formality. While HO
generally maintains a professional tone, some emails from mid-level managers exhibit overly
informal language or humour that does not translate well across cultures, potentially being

perceived as unprofessional or disrespectful in high-power distance cultures.
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Strength: In some customer-facing scripts, the balance of formality is well-calibrated for specific

target markets (e.g., luxury hotels maintaining a more formal tone globally).

5.2.4. Translation and Localization Accuracy

Weakness: While basic translation services are used, a lack of deep localization (cultural
adaptation) is evident. Translated content sometimes sounds unnatural or misses the cultural
nuances of the target language, particularly in marketing materials and customer satisfaction
surveys. This suggests a reliance on literal translation rather than culturally informed

transcreation.

5.3. Analysis of Tone and Style
5.3.1. Direct vs. Indirect Communication

Weakness: HO communication often exhibits a low-context, direct communication style,
assuming direct feedback and immediate action. In high-context cultures, this directness can be
perceived as aggressive, rude, or overly demanding, leading to a breakdown in cooperation rather
than compliance. This is particularly evident in performance feedback or corrective action

messages.

5.3.2. Power Distance Reflected in Communication

Weakness: Communication from HO to regional branches often reinforces a high power distance
implicitly. Directives are sometimes issued with little room for discussion or input from regional
teams, potentially stifling initiative and localized problem-solving in cultures that prefer more
participative decision-making, despite their high PDI. This can create resentment and

disengagement.
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Strength: In certain regional training sessions, local managers successfully adapt HO content to
incorporate more culturally appropriate feedback mechanisms, such as group discussions or one-

on-one coaching, demonstrating an understanding of local power dynamics.

5.3.3. Feedback and Performance Review Language

Weakness: Performance review templates and guidelines from HO use language that is direct
and often prescriptive for criticism. In collectivistic cultures, where "saving face" is crucial, this
directness can be highly demotivating and embarrassing, leading to defensiveness rather than
improvement. Indirect, constructive feedback methods, common in these cultures, are not

adequately incorporated into global guidelines.

5.4. Strengths in Intercultural Communication

Despite the weaknesses, GGH exhibits several strengths:

o Commitment to English as Lingua Franca: A clear policy of using English provides a
common communication ground, reducing the need for multiple translations for all ad-

hoc communications.

o Use of Visuals in Basic Training: Some foundational training materials (e.g., basic safety
procedures) effectively utilize images and simple diagrams, transcending language

barriers for basic understanding.

e Regional Autonomy (Limited): Certain regional managers demonstrate strong
intercultural competence, successfully adapting global messages to local contexts, even if

not explicitly guided by HO policy.
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Digital Communication Tools: GGH utilizes various digital platforms (intranet, video
conferencing) that facilitate quicker dissemination of information, though the content still

presents challenges.
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6. Discussion

The findings highlight that while "Global Grand Hotels" has established communication

channels and a common language (Business English), significant breakdowns occur due to a lack

of deep intercultural competence. These issues are not merely linguistic but are rooted in

fundamental differences in cultural values and communication norms.

6.1. Root Causes of Communication Breakdowns (Linking Findings to Theories)

6.1.1. Impact of High/Low Context Cultures

The persistent use of a low-context communication style by Head Office (evident in the verbose

NGGFS manual and direct "zero-waste" initiative sharing) creates friction with high-context

cultures in Asia, the Middle East, and parts of Latin America. In these regions, meaning is often

derived from shared understanding, relationships, and implicit cues, not solely from explicit

written instructions. This leads to misunderstandings, delayed action, or superficial compliance.

6.1.2. Power Distance and Communication Flow

The high-power distance inherent in some GGH internal communications, particularly from HO,

can stifle upward and lateral communication. In high PDI cultures, subordinates may be reluctant

to challenge or question directives, even if they don't fully understand them or foresee

implementation issues. This results in critical feedback not reaching HO, perpetuating ineffective

communication strategies. Conversely, in low PDI cultures, this top-down, directive approach

might be perceived as autocratic and demotivating.
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6.1.3. Challenges with Business English as a Lingua Franca

The reliance on Business English without sufficient attention to Plain English principles or the
specific needs of non-native speakers is a major impediment. Jargon, idioms, and complex
sentence structures, even if grammatically correct, create "semantic noise" for a significant
portion of the global workforce. This adds a cognitive burden on NNES, leading to slower
comprehension, errors, and reduced confidence in communication. The issue is not the language

itself, but zow it is used.

6.1.4. Lack of Cultural Awareness Training

A fundamental underlying cause is the apparent lack of comprehensive, ongoing intercultural
communication training for all levels of staff, particularly for Head Office personnel and
managers operating across diverse regions. Without this awareness, communicators
unconsciously apply their own cultural norms, leading to ethnocentric communication practices
that alienate or confuse recipients from different cultural backgrounds. This impacts the "neutral
vs. affective" communication styles, "specific vs. diffuse" communication, and how feedback is

perceived.

6.2. Implications for Operational Efficiency, Employee Morale, and Brand Reputation

These communication weaknesses have tangible negative implications for "Global Grand

Hotels":

e Reduced Operational Efficiency: Policy rollouts are delayed, best practices are not
adopted, and errors increase due to misunderstandings, leading to wasted resources and

time.
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Lower Employee Morale and Retention: Frustration stemming from miscommunication,
perceived disrespect, or inability to contribute effectively can lead to disengagement,
reduced motivation, and higher employee turnover, particularly among valuable local

talent.

Inconsistent Brand Reputation: Breakdowns in internal service communication mean that
the global brand promise cannot be consistently delivered at the local level. If staff do not
fully understand service standards or complaint handling procedures due to poor
communication, guest satisfaction will suffer, damaging the brand's reputation for

excellence.

Hindered Innovation and Knowledge Sharing: If regional insights or successful local
initiatives are not effectively communicated or understood by HO, opportunities for

global learning and innovation are lost.

Legal and Compliance Risks: Misunderstandings of policies (e.g., HR, safety) due to
unclear communication can lead to non-compliance, resulting in legal liabilities or

operational risks.
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7. Conclusion

This intercultural business communication audit of "Global Grand Hotels" reveals a paradox:
while the organization leverages a common language and global digital platforms, its
effectiveness is significantly undermined by a superficial approach to intercultural
communication. The primary weaknesses stem from an implicit assumption of a Western, low-
context, and often direct communication style from Head Office, which clashes with the high-
context, often indirect, and relationship-oriented communication preferences prevalent in many
of its global markets. The overuse of jargon and idioms in Business English, coupled with
insufficient cultural adaptation in training and policy documents, further exacerbates these

1ssues.

The immediate consequence of these breakdowns includes operational inefficiencies, delayed
policy implementation, fragmented knowledge sharing, and potential impacts on employee
morale and retention. Critically, these internal communication failures ultimately ripple
outwards, affecting the consistency of guest service delivery and potentially damaging "Global

Grand Hotels" global brand reputation for seamless luxury and service.

In conclusion, "Global Grand Hotels" stands at a critical juncture where investing in robust
intercultural communication strategies is no longer just beneficial but essential for its continued
global success, fostering a truly inclusive and efficient global workforce, and ensuring a

consistently excellent guest experience worldwide.
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8. Recommendations for Improvement

To address the identified weaknesses and enhance "Global Grand Hotels"' intercultural

communication capabilities, the following recommendations are proposed:

8.1. Short-Term Recommendations

8.1.1. Standardize Plain English Guidelines:

o Action: Develop and disseminate mandatory "Plain English Communication
Guidelines" for all internal correspondence, particularly for Head Office and
regional management. These guidelines should emphasize short sentences,

common vocabulary, active voice, and avoidance of jargon and idioms.

o Rationale: To immediately reduce linguistic complexity and ambiguity, making
communications more accessible for non-native English speakers. (Linguistic

Principle: Plain English).

8.1.2. Review and Simplify Key Documents:

o Action: Prioritize the review and simplification of high-impact documents such as
core training manuals (e.g., NGGFS manual), critical HR policies, and guest

service scripts. Focus on visual aids, clear headings, and concise summaries.

o Rationale: To provide immediate clarity in essential operational areas, addressing
the high-context cultures' preference for visual learning and low uncertainty

avoidance's need for clarity.
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8.1.3. Immediate Cultural Sensitivity Briefings:

o Action: Conduct short, mandatory online briefings for all Head Office and
regional managers on basic cultural communication differences (e.g., direct vs.

indirect feedback, power distance implications in emails).

o Rationale: To raise immediate awareness of common intercultural pitfalls and
encourage more mindful communication. (Theory: Hall's High/Low Context,

Hofstede's PDI).

8.2. Long-Term Recommendations

8.2.1. Comprehensive Intercultural Communication Training Programs:

e Action: Develop and implement multi-tiered intercultural communication

training.

= Tier 1 (All Employees): Basic cultural awareness, active listening,
feedback skills, and an introduction to the "Global Communication

Charter."

= Tier 2 (Managers & HO Staff): In-depth training on Hofstede's, Hall's, and
Trompenaars' dimensions, strategies for adapting communication styles,

conflict resolution across cultures, and leading diverse teams.

= Tier 3 (Senior Leadership): Strategic implications of cultural diversity for

global business, fostering an inclusive communication culture.
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e Rationale: To embed deep cultural understanding and equip employees with
practical skills to navigate diverse communication contexts. (Theories: All major

intercultural frameworks).

8.2.2. Develop a "Global Communication Charter":

e Action: Create a company-wide charter outlining shared principles for effective
global communication within GGH. This would include guidelines on tone,
feedback mechanisms, use of visuals, expectations for clarity, and a commitment

to cultural sensitivity.

e Rationale: To foster a common understanding and commitment to inclusive

communication across the organization.

8.2.3. Invest in Professional Localization Services:

e Action: Move beyond simple translation for critical customer-facing materials
(website, marketing campaigns) and key internal documents. Engage professional
localization agencies that understand cultural nuances, not just linguistic

equivalents.

e Rationale: To ensure messages resonate culturally and maintain their intended
impact and persuasive power in local markets. (Linguistic Principle: Localization,

not just translation).
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8.2.4. Foster a Culture of Open Feedback and Learning:

e Action: Implement formal and informal feedback mechanisms that allow regional

teams to comfortably provide input on HO communications without fear of
reprisal. This could include anonymous surveys, designated cultural liaisons, or

structured Q&A sessions following major announcements.

e Rationale: To gather continuous insights into communication effectiveness and
promote a learning organization, particularly important for high PDI cultures

where direct feedback might be avoided.

8.2.5. Leverage Technology for Enhanced Communication:

e Action: Explore and implement communication technologies that support

intercultural understanding. This could include:

= Al-powered translation tools with cultural context features (as they

evolve).

» Interactive e-learning modules with scenario-based intercultural

communication training.

= Platforms that allow for easier integration of multimedia (videos,

infographics) to complement text-heavy communications.

» Dedicated internal forums for regional teams to share insights and ask

questions in a psychologically safe environment.
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e Rationale: To harness technological advancements to bridge communication gaps

and facilitate more engaging and accessible information exchange.

By implementing these recommendations, "Global Grand Hotels" can transform its intercultural
communication practices from a potential weakness into a significant strategic advantage,
enhancing operational excellence, employee engagement, and its esteemed global brand

presence.
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