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Introduction
	Work-based problems are inevitable due to various factors in both the internal and external environments. Some of the most common issues in the workplace relate to poor or ineffective management practices, communication, language barriers, and cultural diversity. These problems need to be effectively solved by applying efficient decision-making techniques since they pose a significant threat to an organization's performance. Notably, these work-based issues may exacerbate or encourage further problems, such as low job satisfaction and motivation, discrimination, interpersonal conflict, poor performance, and communication problems (Ersoy, 2014). Every organization demonstrates unique work-related problems, which resonate with the nature of the industry and environment within which it operates. This paper examines the work-based issues that affect five-star hotels, which operate within the hospitality industry. 
Overview of Work-Based Problems in the Hospitality Industry
In most regions, five-star hotels are increasingly expanding into the international market. They seek to improve their financial performance and achieve growth amid the increasing competition in the industry. Operating at a global level creates significant problems for hotel managers and employees. Primarily, the challenges affect how the managers and employees interact and work effectively, given that they come from diverse cultures (Bharwani and Jauhari, 2013). However, the challenges may differ depending on the department that one works. Hence, this paper explores critical work problems that managers and employees who work in the banqueting and conference department encounter. The department involves working with people from different cultures and countries, both employees and clients. One of the most complex work-related problems in the department entails multicultural communication between employees and guests and between employees and managers since they come from different cultural backgrounds. 
[bookmark: _Hlk48051605]The Scope and Impact of the Communication Problem
           Cultural diversity is one of the key characteristics that define the modern hospitality industry. The main factor that has contributed to increased cultural diversity is globalization, which has encouraged people to migrate into different regions in search of better opportunities. Similarly, globalization has exposed people to different experiences and destinations, therefore encouraging increased international tourism (Li, 2014). These factors have contributed to higher proportions of cultural minorities working in the sector and increased interactions between hotel employees and international guests with diverse cultural backgrounds. The banqueting and conferencing department is more affected by cultural diversity since it entails directly interacting with guests from different countries and cultures. Also, there are several employees from cultural minority groups working in the department. For instance, in my current workplace, the larger proportion of employees at the banqueting and conferencing department belongs to cultural minority groups. The employees in the department represent five different cultures. These include French, American, Spanish, Nigerian, and Indian. 
           Although cultural diversity is one of the factors that enhance business performance, especially in environments that serve international customers, it creates great communication difficulties (Grobelna, 2015). Primarily, this is because the mindset, signs and symbols, language, gesture, and behaviors, as well as the meaning of words, is different for diverse cultures. Moreover, the culture encourages the development of opinions, manners, ethnocentrism, and prejudices. The multicultural problems that affect the banqueting and conferencing department and their impacts are further discussed below:
Language and Communication
           One of the major cultural problems that affect the hospitality industry, in general, is the language barrier between employees and guests, as well as among the workers. Fluency and accents form the critical hindrance to effective communication. For instance, most five-star hotels in UK and other parts of the world use English as the standard language. However, employees who are not native English speakers often feel unappreciated and unnoticed since they experience difficulties in expressing or communicating their thoughts using a foreign language. On the other hand, Wang, Miao, and Mattila (2015) posit that a large proportion of guests in international hotels may not understand or adequately communicate in English or the dominant language based on the region. As a result, poor speaking and understanding of the language creates a communication barrier and potential misunderstandings
Signs and Symbols
           Similar to language, employees in the hotel industry cannot rely on non-verbal communication when passing messages between people of different cultures since gestures and symbols vary between cultures. For instance, while most cultures consider the 'thumbs up' sign as a symbol of wishing luck or approval, it is interpreted as an insult in Bangladeshi. 
Stereotypes and Prejudices
           Stereotyping refers to over-generalizing people who belong to the same culture as possessing similar characteristics (Ihtiyar and Ahmad, 2014). It mostly entails a negative belief about a certain group of people. Stereotyping can be based on different elements, such as age, ethnicity, gender, nationality, or race. Negative stereotypes create prejudice as they provoke pessimistic judgmental attitudes. To a large extent, the media plays a central role in promoting such prejudices and stereotypes, creating more barriers to communication. 
Behavior and Beliefs
           Cultural differences result in different personalities and behaviors such as norms, manners, thinking, body language, and communication style that may lead to miscommunication. For instance, while it is essential to maintain eye contact when communicating in some cultures, it is considered disrespectful and rude in others (Ihtiyar and Ahmad, 2015). Social norms also outline the behavior that is deemed acceptable or wrong, and it may differ across cultures. Beliefs also form a key source of cultural barriers. For instance, people who believe in God tend to cope with life's challenges more quickly compared to atheists. Additionally, culture influences the attitudes that individuals possess towards authority and hierarchy, and therefore teamwork, which largely determines the performance and success of an organization. 
Ethnocentrism
           Ethnocentrism is a process that entails dividing cultures into 'them' and 'us.' Block (2013) notes that people consider others that share their culture as the in-group, while they perceive those belonging to a different culture as an out-group. Ethnocentrism is often detrimental since the out-group is often considered as inferior and evil. Hence, for most individuals, if a culture is similar to theirs, it is good and vice versa. Therefore, ethnocentrism is detrimental to the hotel industry since it affects how people understand and interpret messages, thus encouraging hostility. 

Alternative Solutions
           Cultural diversity in the hotel industry is inevitable since it involves interactions between guests, managers, and employees from different cultural backgrounds. Hence, it is vital to implement strategies that focus on improving cultural understanding, sensitivity, and awareness to enhance multicultural communication and promote business success (Madera, 2013). Primarily, players in the industry should focus on delivering service experiences that are culture oriented to ensure that clients are satisfied and gain customer loyalty. There are different mechanisms that five-star hotels can employ to eliminate multicultural communication problems, especially in the banqueting and conference department, which involves extensive interactions between employees and guests. Some of the most viable alternative solutions to the problem include:


1. Increasing teamwork and developing interpersonal skills
1. Expanding innovation and creativity. This is because the more the cultures are represented in a certain environment, the more ideas are generated to solve a problem.
1. Hiring employees who can speak as many foreign languages as possible. Ferri (2014) posits that organizations that have teams with highly diverse backgrounds tend to work more efficiently compared to those that represent one culture and a similar skill set. 
1. Implementing an effective employee relationship management (ERM) system. An ERM system focuses on managing all employee interactions, helping to eliminate potential conflicts, and facilitating higher employee performance and motivation levels. 
1. Diversity management training programs. These include cross-training programs that enable the management to understand other cultures better and, therefore, enhance interactions and relationships between the management and other employees. 
1. Cultural diversity training. Unlike the diversity management training programs, cultural diversity training involves engaging a consulting team in training both the staff and management regarding the different cultures of the guests or clients that are likely to visit a facility. Understanding these different cultures not only enhances the relationship between the management and the workforce but also between the staff and the guests (Singal, 2014). Notably, understanding different cultures enable the staff to make fewer cultural mistakes, provide better service, and achieve greater satisfaction from the management and guests. 

Evaluating the Best Decision 
           With the use of a mind mapping approach to assess the different alternative solutions against the multicultural communication problem in five-star hotels, cultural diversity training presents the most benefits in resolving conflicts between staff and guests and between employees and the management. Cultural diversity entails ensuring that everyone involved in a particular environment understands the main cultures of their clients. This plays a vital role in eliminating communication barriers and negative attitudes. The evaluation using the mind mapping technique is as illustrated below:



Enhancing multicultural communication in the banqueting and conferencing department


· Increased interaction between employees from different cultures.
· Employees learn about other cultures and apply the knowledge when serving international guests.
· Better appreciation of cultural diversity.


Increase teamwork in the department


Hire employees who speak many foreign languages 


· Eliminate language barriers among staffs and between staff and guests.
· Minimize conflicts in the department.
· Improve customer service.

Diversity management training programs


Cultural diversity training


Implementing an ERM system


· Improved employee interactions.
· Improved customer service.
· Minimal workplace conflicts.
· Higher employee performance.
· Improved employee motivation.


· The management at the department understands other cultures better.
· Improved relationship between staff and managers in the department.
· Better communication as managers understand different cultures and acknowledge cultural differences.


· Better understanding of the different guests’ cultures and practices.
· Eliminate communication conflicts that emanate from the lack of knowledge of other cultures.
· Staff make fewer cultural mistakes.
· Provision of better services to all clients.
· Greater satisfaction from the management and guests. 



Mind Mapping (Autor`s Design Scheme):









Implementation Plan
Implementation of the cultural diversity training program will involve four major steps, including collecting data and analyzing it to establish the need for change, designing the strategy to ensure that it matches business objectives, implementing the program, and evaluating the initiative. 
Data Collection and Analysis
           The first step involves evaluating the nature of the staff by examining employee demographics. The analysis helps in understanding employee diversity as well as highlighting crucial trends and areas of concern. Crucial demographic data that may help assess employee diversity include age, family status, language, life experiences, religion, spirituality, belief, and national origin or ethnicity (Reynolds et al., 2014). 
Identifying Needs
           The step involves identifying areas that are underrepresented based on the collected data by reviewing aspects such as race, language, religion, or country of origin. Hence, if a hotel's employees only speak two languages, yet it receives international clients, there would be a need to train them to speak other international languages or hire more individuals who speak various languages. 
Addressing Practices and Policies affecting diversity
           This step involves determining whether there are existing barriers that prevent hiring individuals from different cultural backgrounds and whether there are any practices or policies that should be eliminated. The Examples of practices and guidelines that may shake diversity include the existence of unconscious biases, employee referral programs, company culture, and political inclinations. 
Identifying Business Objectives
           It entails outlining how a more inclusive and diverse workforce will help realize business goals. Therefore, it requires an organization to establish inclusion and diversity goals that resonate with its strategic objectives. For instance, in the context of five-star hotels, one of the critical diversity goals is expanding the employee's understanding of different global cultures and languages to minimize workplace conflicts and maximize financial performance. 
Implementing the Initiative
           The training program will focus on increasing cultural awareness among the hotel staff. Hence, it will include team-building exercises, competency, and cultural consciousness training, language training, and holding ongoing dialogue about inclusion and diversity with the research and development team. The training will be executed within one month, while team-building exercises and staff retreat meetings will be held twice in a year. 
Communication of the Plan
           The key stakeholders affected by the plan are the employees and managers. The communication plan will include all the available media and executive presentations, demonstrating how the initiative contributes to the organization's strategic goals. The major communication tools that will be employed include e-mails, newsletters, and social media.  It is crucial to measure the success of a diversity initiative to establish areas that can be improved. The elements that will be used to measure the success of the initiative include improved public recognition, employee retention, and customer loyalty. 
Conclusion
              The communications styles of different cultures may be a major challenge in passing information in the workplace especially in Hospitality Industry. For instance, Western cultures are defined by a direct communication style; hence, the meaning of the words or phrases that one uses is direct. In contrast, other cultures such as Indian tend to be discreet in the manner in which they express their message. As a result, confusion is likely to occur at the workplace if communication occurs between non-Westerners and Westerners. 
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THE NATURE AND IMPACT OF THE COMPLEX PROBLEM.

Employees’ attitude towards their job responsibilities, affects
productivity and organizational growth in the business
environment. Workers’ attitude is mostly influenced by different
factors (Sari, Bendesa & Antara, 2019):

« Physical factors - workplace layout, work equipment, space,
noise level, and temperature.

* Social factors - health, safety, and social wellbeing, including
family time and social activities.

+ Economic factors - including salaries and wages.
Employees’ dissatisfaction — High level in the UK.

* Low work motivation.

* Long working hours without extra pay.

« Limited free time.

* Nonguaranteed job security.
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A RESEARCH AND ANALYSIS OF THE COMPLEX PROBLEM.

According to the British Social Attitude Survey, the UK's
labour force has been affected by the culture of long
working hours with low pay to meet organizational
profitability and growth demands in the currently
environment (Moon, Hur & Hyun, 2019).

The economic downturn influenced by

« The Brexit - Will impact free trade - goods and services,
and free movement of employees will change.

* COVID-19 Pandemic - Impacted business operations
negatively, leading to changing roles in workplaces and
increased fear for job security among employees
(Kocman & Weber, 2018).

Most companies in the UK - Reduced output shown by
the declining profitability and growth trends.
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A PESTLE ANALYSIS OF THE MACRO-ENVIRONMENTAL
FACTORS. (@ntoso

Political - UK political landscape is dominated by the Brexit
policy that has affected companies. Most business owners are
unable to expect what will happen when Brexit is fully
implemented.

Economic - Many companies will face with difficulties. They
have resorted to pay cuts and contractual work relationships,
which has significantly increased job insecurity (Kocman &
Weber, 2018).

Social - UK is one of the countries that have many workers with
high educational qualifications for various jobs, which
increases competition for the few job opportunities (Kocman &
Weber, 2018).
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A& PESTLE ANALYSIS OF THE MACRO-ENVIRONMENTAL

FACTORS.
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Technology - The adoption of technology in industrial
operations has given many people jobless, creating
unfavourable work environments controlled by machines.

Legal - Tax policies - income tax and the national insurance
contribution_have affected business returns, leading to
lowered pay for the employees (Moon, Hur & Hyun 2019).

Environment — The environmental factors also significantly
impact work dissatisfaction in the country.
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AN EVALUATION OF SOLUTIONS TO THE COMPLEX PROBLEM.

>
- WM
> The UK government needs to enact new Brexit )

legislation regarding job security and additional pay
for extra working hours (Moon, Hur & Hyun, 2019).

S

> Companies in the UK could collaborate with higher
institutions to provide them with intern students
to:

* To meet their workforce requirements.
*+ To reduce overloading staff with work.

* Toincrease of salaries for experienced workers

» To help businesses increase the level of productivity
and to enhanced work input (Sari, Bendesa &
Antara, 2019).
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HOW ORGANISATIONS MAY PLAN
IMPLEMENTATION OF CHOSEN SOLUTION?

To deal with current problem, organizations
could:

* To prepare a student-work program in
partnership with some of the higher
institutions. These program could be
implemented by students who are
interested in working part time.

* To identify suitable individuals who can
perform the necessary roles.

+ Evaluating individual work productivity
based on the assigned duties.

* To reward the best performing interns
through benefits such as education school
fees, insurance covers, or wage increment.
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CONCLUSION
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There is complex relationship between
work, satisfaction and well-being. Most of
us would probably work whether we
needed the money or not.
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INTRODUCTION

In business, effective human resource
management is a critical factor for the
success of an organization in the
competitive market. European countries
experience high-level business competition,
considering that most of them are highly
developed (Kocman & Weber, 2018).





