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It is observed that cultural sensitivity is the most critical part because international customers with different cultures are satisfied with the support of employees and hotel management, which results in the attraction of the customers towards the hotel that creates a more enhanced and attractive image of the hotel to gain the trust of the loyal customers and make the hospitality and tourism industry more effective and efficient in the global competitive market. When hotel management appreciates the cultural differences of the international customers and provides training and development to the employees, there are more chances to alleviate communication barriers that result in better coordination and promotion of cultural values.
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According to Gursoy et al. (2022), the hospitality and tourism industry is the most crucial and essential sector which has great significance in the competitive market globally because, with the help of this sector, there are more chances of economic development, financial stability, profit maximisation, sales increment, revenue generation and the increased GDP of the country hospitality and the tourism industry provide more incredible benefits to different business including, hotels, transportation, travel agencies and various other linked business but the problem is cultural differences which creates hurdles for general manager in the hotel due to the cultural differences, customs, and behaviour of the country (Tomassini et al., 2022). In this current study, “Germany” is chosen as a country; the “Hotel Radisson Blu, Hamburg” located in Germany is discussed in this research. It highlights the roles and responsibilities of the general manager of the hotel in managing cultural differences, which are discussed in the next section of this research (Wong et al., 2016). 
[bookmark: _Toc146934634]Intercultural Competence in Hospitality and the Tourism Industry 
According to Žerajić et al. (2019), It is evident that the hospitality industry of Germany has great significance because of the services and facilities that they provide to their customers with the support of hotel employees and the team members of the organisation as all are aware that employees, leaders, managers and the other staff are the essence and indicators of the organisation on which the complete success and the failure of the company depends. Those are responsible for increasing the productivity of the company in order to make its progress and performance more effective and efficient with great success and promotion. According to Fam et al. (2023), the major problem faced by hotel management is caused by the cultural, customs and language differences due to international travellers and tourists that stay in hotels, so employees face difficulty in communicating, coordinating and collaborating with them. Due to these challnges, there are more chances that the hotel fails to fulfil the demands and requirements of the customers and also fails to satisfy them, which results in a bad reputation for the hotel in the global market and also leaves a wrong impression on the competitors and investors including stakeholders. 
In “Hotel Radisson Blu, Hamburg”, various customers come from multicultural backgrounds whose traditions, customs, values, norms, beliefs and perceptions are different from others. Also, the customers that come to this hotel speak different languages, such as Mandarin, French, Spanish, German or Italian, which are specific and most used languages in the above-mentioned hotel of Germany. According to Bitter et al. (2019), Cultural differences create hurdles and barriers in the business entertainment stage when customers deal with prices in a bill written in a different language and also face difficulty in reading broachers. It is also quite challenging for the employees and customers to make dealings on calls when they take appointments due to cultural differences. To alleviate these challenges, the hotel’s general manager is responsible for giving proper training and development to all the employees and teaching them various languages in order to reduce these communication barriers between the customers and the hotel staff (Sari et al., 2019). General Managers are responsible for bringing all the employees together on a single platform and providing the employees with multicultural backgrounds, better guidance, directions and training for better communication, coordination and collaboration in different languages in order to understand all the desired needs, demands and requirements of the customers to reach towards their higher expectations. 
According to REGUIEG et al. (2020), Cultural sensitivity also plays a vital role in ensuring that either the customers are satisfied or not. It also ensures the feeling of customers that they are welcomed, respected and understood by the hotel management because customer satisfaction is the most critical factor that has great significance in the hospitality industry, and the organisation can easily gain the trust of the loyal customers by making them satisfied. In order to make the competition higher among rivals, hotel in Germany always tries to recognise and analyse cultural differences by appreciating customers with multicultural backgrounds and by providing them with better services and facilities according to their traditions and values to meet the needs, demands and requirements of the diverse guests. Promotion of cultural differences makes the customers happier and attracts them towards the hotel, which results in the increased productive performance of the hotel, enhances the organisation's value and leads the company towards profit maximisation (RHG, 2022). According to Litvin et al. (2019), Geert Hofstede presented six cultural dimensions, which also supported this current study because it is the cross-cultural communication model that helps to reduce barriers and challenges in the hotel of Germany with the help of given dimensions. 
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Figure 1: Hofstede Cultural Dimensions 
(Source: Loehr, 2023).
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It is observed from the discussion that appreciation of cultural differences is highly preferred to make the customers of the hotel industry more satisfied, and hotels' general managers are responsible for alleviating these cultural difference challenges by making communication and coordination among employees and customers easier and flexible along with the introduction and the implementation of various languages in the hotel according to the international customers by giving proper training to the employees. 
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Some recommendations are required to make the reputation of the hotel more successful and promoted, and these are discussed here:
· Building trust with customers by demonstrating an understanding of their cultural differences and showing great interest in different cultures of international customers increases their diversity awareness. 
· Give better respect and value to international customers, different cultures, traditions, practices and beliefs, and satisfy and encourage them in order to gain their attention and attraction towards the products and services of the hotel.
· Introduce diversity, equity and inclusion training in the system to enable the staff and the employees of the hotel so they can understand and communicate with international customers with different cultural backgrounds.
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