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Abstract
This research explores how language barriers affect teamwork in Marriott hotels. The study focuses on multicultural teams where workers speak many different languages. It aims to understand how language problems affect communication, satisfaction, and staff collaboration. A survey was given to fifty-two Marriott employees from various cultural backgrounds. The results showed that many workers struggle with communication due to language issues. Some people avoid meetings or speaking up because they fear misunderstandings. This fear can lead to stress, isolation, and lower job satisfaction at work. The research supports ideas found in past studies from the literature review. Authors like Tenzer and Nur agree that language gaps reduce teamwork and morale. Some employees form language-based groups, which can make others feel left out. These groups hurt unity and make the workplace less inclusive and effective. Marriott provides language tools, but not all staff know how to use them. Many participants said they were unsure or unaware of the available support. Workers said that better training and peer support could improve communication. The research shows that leaders play a big role in staff inclusion. When leaders ignore language issues, staff feel less respected and involved. But when leaders support inclusive talk, workers feel confident and able to contribute. Language is more than just a tool it can create power differences too. This study closes a gap in research by focusing on hospitality settings. Marriott teams need more tailored support to reduce language stress and improve teamwork. Solving communication issues leads to better teamwork, higher morale, and guest satisfaction. Stronger language strategies will help create a more equal and united workplace.
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[bookmark: _Toc199597024]Chapter 1: Introduction 
[bookmark: _Toc199597025]Background and Context 
Hospitality sector that thrives on diversity within the workforce, especially in terms of bringing in staff from across the globe in global hotel chains like Marriott. Multicultural management has been pointed out as a factor in the enhanced advancement effective working in hotels (Skordoulis et al. 2024). Therefore, service-based businesses rely heavily on interpersonal interactions, effective communication is paramount to the delivery of consistent guest experiences and smooth internal operations. Manoharan et al. (2021) with increasing globalization, the workforce in the hospitality sector is becoming increasingly diverse, gathering together employees carrying a wide range of languages and cultures (Ahmad and Scott, 2021). Language becomes a pivotal part of between the team members, conflict resolution, and the morale of the staff. On the other hand, misunderstandings caused by language barriers can disrupt workflows, lower employee satisfaction, and damage team unity (Fiset et al., 2023). Occurrences have been noted when speaking with particular ethnic groups would tend to be done in their native language, creating gaps experienced by their counterparts who come from differing linguistic backgrounds. Practices like these can reduce how people unite, feel included and feel positive about being part of a team (Shore and Chung, 2021). This study is carried out to examine how using different languages affects team performance, employee satisfaction and communication in a hospital environment.
 Case Study 
Marriott International is one of the hotel's top brands in the world with almost 9100 properties across 142 countries (Marriott International, 2025). The case study of this research is a Marriott hotel based in the United Kingdom, which has a diverse workforce from various ethnic and linguistic backgrounds such as South Asian, European, and African. In that sense, this diversity would reflect the multicultural nature of the broad hospitality industry. The location chosen thus becomes both a valid and feasible example for studying the actual working example of the influence of language barriers on multicultural teams and for finding ways of improving communication and inclusion in the workplace.
[bookmark: _Toc199597026]Research Question
Q1: How to evaluate the extent to which language barriers affect collaboration and inclusion within multicultural teams at Marriott.
Q2: How to identify specific communication challenges faced by team members from different linguistic backgrounds and assess their impact on employee morale and satisfaction.
[bookmark: _Toc199597027]Research Aim and Objectives
To explore how language use within multicultural teams affects team dynamics, communication, and employee satisfaction.
Objectives
· To evaluate the extent to which language barriers affect collaboration and inclusion within multicultural teams at Marriott.
· To identify specific communication challenges faced by team members from different linguistic backgrounds and assess their impact on employee morale and satisfaction.
· To recommend strategies and best practices to improve communication and inclusivity in linguistically diverse workplace teams.
[bookmark: _Toc199597028]Research Problem and Rationale
The same team must also lay effective communication outlet processes in the operation. This is vital in every industry but more in hospitality since everything would ultimately want to affect how guests view the services delivered. Language barriers can disrupt communication, employee morale, and exclusion because of the differences in a multicultural team (Ali et al., 2021). Language diversity can also create a lack of trust, interfere with knowledge sharing and affect team dynamics (Zhang, 2019). There has been much interest shown towards diversity, inclusion, and whether these efforts are matched with attention to outcome studies. Unfortunately, this has been the case for research focusing on the impact of linguistic diversity issues among multicultural hospitality teams (Tenzer and Pudelko, 2020). Linguistic clustering that is where staff speak their native tongue has been seen at Marriott causing misunderstanding and fragmenting among the teams (None Abdul Subhan et al., 2023). Such patterns may impact teamwork and workplace cohesion. The research problem is to understand how issues arising from such language barriers affect communication, inclusion, and job satisfaction in particular hotel settings that are culturally and linguistically diverse (Zientara et al., 2025). 



[bookmark: _Toc199597029]Chapter 2 Literature Review 
[bookmark: _Toc199597030]Introduction
The chapter will study existing research on language barriers in multicultural teams and examine their effects on communication, feeling of belonging and the satisfaction of hospitality employees. It introduces multiculturalism in relation to hospitality before looking into difficulties related to language and communication and how they affect teams and happiness at work.
[bookmark: _Toc199597031]Language and Communication in Multicultural Workplaces 
As reported by Adair et al. (2024), for multicultural businesses, good communication among team members is key to achieving success. It is in this field that language influences important things such as building relationships, expressing identities or making trust. Loderer et al. (2024) state that language differences can result in misunderstandings, less knowledge being shared and less team unity. If accents, vocabulary differences, or cultural nuance further confuse messages, they can create internal or external conflicts that would undermine collaboration.
Further, Vigier and Spencer (2018) state that linguistic diversity can create informal subgroups within teams, where employees who share a native language may feel less inclined to communicate with other members of the group, inadvertently or not. This could affect perceptions of fairness and belonging. It has shown that the use of inclusive language practices, such as promoting a common working language or language training, may significantly improve integration and communication efficiency in groups (Van Swol and Kane, 2018). Many organisations, however, overlook such ends. Language, especially in industries like hospitality, where everyone is networked by their work with other people, seems to be marginal in workplace dynamics (Omuris, 2019). 
[bookmark: _Toc199597032]Language barriers on Team Dynamics 
According to Tenzer et al. (2021), language barriers significantly act against team dynamics in multicultural workplaces, which often leads to the hindrance of collaboration, mutual understanding, and overall group effectiveness. Different language abilities or missing common language among team members usually leads to confusion, delays and less trust between coworkers. Further, hotels and other service spaces often confront these challenges since communication among employees must be smooth to serve their customers efficiently.
According to Vigier and Spencer (2018), language differences in a team can result in the formation of separate groups formed by people of the same background. Because of this, teams may not feel cohesive, have fewer interactions with other groups and face difficulties in understanding or accepting each other. If there is not good, communication within a multicultural team, goals may clash and workers may argue which can lower how productive team members become. According to Ahmad (2017), non-native speakers might not take part in discussions as much as they would like, because they fear mistakes or miscommunication, which reduces their ability to share knowledge and ideas. By mistake, team leaders can miss quiet members and possibly make it harder for them to participate and be involved. Consequently, if there are language problems, group stability may be disrupted and sharing trust and working well together will be challenging for any team.
[bookmark: _Toc199597033]Employees satisfaction and employee Morale  
According to Nur (2024), language barriers have a significant impact on employee morale and satisfaction within multicultural teams. This is especially true in sectors that provide services such as hospitality, where effective interpersonal interaction is necessary for the bottom line of the business. One of these potential sources of communication problems through the medium of languages is language barriers that involve several languages spoken by the employees. Campbell et al. (2020), say that rather miscommunication, exclusion from discussions, or difficulty understanding the team's expectations can make the employee feel frustrated as well as less confident, and all this might result in demotivation.
This weakens interpersonal relationships and might affect team cohesion; eventually, below-the-bracket employee performance and a high turnover ratio can be expected. Such theories of motivation have been put forward as Herzberg's Two-Factor Theory as a good window to understand this phenomenon (Hajiali et al., 2022). It distinguishes between the hygiene factors (prevent dissatisfaction) and motivational among them (increase satisfaction). Misunderstanding with or exclusion from other members makes someone demotivated, that is less involvement and well-being is alive in well-being at the participatory level (Hinton, 2019).
[bookmark: _Toc199597034]Language Use and Power Dynamics in the Workplace 
According to Khan (2023), in cultures where there is diversity in terms of social and economic status and ethnicity, one important dimension that occurs is language about the establishment and maintenance of power and social dynamics within organizations. In addition to being a means of communication among persons, language is also the means through which inclusion, exclusion, and hierarchy are imposed upon individuals who speak it. When a diverse team decides on an employee who will speak in their native language within this team, this decision may produce an in-group or out-group situation regarding the language. The language privilege described by Gaibrois and Nentwich (2020), states how to command the most worldwide language as dominant-most often English in global industries, gets associated with competency, professionalism, and status. An employee not mastering the dominant language will be seen, as incompetent he/she might be in terms of actual performance or qualifications, as much less able. 
Besides, Wilmot (2024) claimed informal use of native languages among subsets of staff would instead disrupt transparency, create misunderstandings, and contribute to perceived inequality. These dynamics could determine who feels entitled to talk up or not at the discussions and consequent decision-making processes. Framing the issue of the use of language as an issue of power is key to ensuring an inclusive work environment, one in which every employee is respected, valued, and gets a chance to contribute equally, regardless of linguistic background.
[bookmark: _Toc199597035]Strategies for Overcoming Language Barriers 
In order to communicate well and make multicultural teams more inclusive, intentional methods are needed. Several studies have found that organizations should provide language classes, let team members work in a common language (usually English) and arrange activities that foster respect (Hirmer et al., 2022). They help people interact regardless of culture and make it less likely that someone will be excluded.
Salih (2024) argues that having inclusive communication policies is extremely important. A company that standardizes language around the workplace and supports linguistic sensitivity often performs well in a diverse environment. Understanding linguistic exclusion and advertising inclusive policies are also things that managers should be trained in. According to Papatsimouli et al (2023), technology contributes to this effort, since tools like instant translation apps, signs in several languages and multilingual platforms are helpful. 
[bookmark: _Toc199597036]Gaps research
Previous studies usually focuses language barriers multinational corporations, yet there are very few studies about how teams in hospitality handle communication issues on the spot (Tenzer et al., 2021). Many studies ignore how the hospitality industry is people-centred by applying the same conclusions to all kinds of organizations. In particular, few studies consider how speaking native languages at work affects teamwork, inclusion and workers' morale each day (Kim et al., 2018). As a result, we do not know enough about how employees and customers communicate in real-life situations. Furthermore, it is rare to find qualitative case studies focusing on observing multicultural teams in global hotel organizations (Chaudhry et al., 2021). The study is aimed at closing this gap by closely studying how language is used and its impact on hotel employees in real life. 


[bookmark: _Toc199597037]Chapter 3: Methods
[bookmark: _Toc199597038]Research Philosophy
Since positivism emphasizes using objective data, this study fits naturally with the quantitative methods we are using. Researchers using positivism can analyze visible and numeric information like team communication and staff satisfaction (Ali and Anwar, 2021).
[bookmark: _Toc199597039]Research Approach
The study starts by using theories on language barriers and gathers information from Marriott staff to test them. This way of researching suits anyone looking to see if existing studies’ discoveries are present in their data (Pirola et al., 2019).
[bookmark: _Toc199597040]Research Strategy/Method
A case study strategy is used in this study and Marriott is chosen as the placement hotel to observe language difficulties among mixed national teams. A case study is required when you are trying to study a modern topic as it actually happens. The researcher studies how various forms of communication function for staff members in different languages. Employing it helps to understand employee behavior in an organization (Ewing et al., 2018). Although it is possible to use qualitative as well as quantitative tools with case studies, this project mainly uses surveys to gather data.
[bookmark: _Toc199597041]Research Methodology
An objectively measured approach was chosen to oversee how loneliness was reported by a diverse number of participants (Baburajan et al., 2021). Researcher bias can be reduced and trends can be easily identified using quantitative methods when trying to measure communication and satisfaction in various teams (Lawlor et al., 2021).
[bookmark: _Toc199597042]Research Instrument/Tool
Researchers used an online survey to gather the data (Aspers and Corte, 2019). A high number of people can participate using online surveys and their answers remain confidential. Survey questions were of the closed-ended type, with ratings using Likert scales to evaluate team communication, inclusion and how satisfied staff were. Because attitudes are measured, we can see how they differ among different groups. The objective of gathering responses was 150 Marriott employees, representing a variety of cultures and languages.
[bookmark: _Toc199597043]Sampling Approach.
Employees in departments that tend to have multicultural teams were purposely chosen for this study (Tingvold and Munkejord, 2020). This method works well when a case must be selected with specific participant characteristics. Everyone was free to join and digital permission was secured (Kreuter et al., 2018; Pangrazio and Sefton-Green, 202; Engin and Evelyn, 2020). Questions in the survey came from literature themes related to communication problems, language problems, team interactions and emotions like feeling isolated.
[bookmark: _Toc199597044]Ethical Implications
The university approved the research ethically and Marriott HR allowed it to take place. All participants were completely safe and no personal data about them was saved (Jain, 2021). The research was carried out unobtrusively to ensure both participant’s comfort and high quality of the data gathered. They made sure to practice ethics to safeguard the participants and meet the requirements of the institution (Mishra and Aithal, 2023).
[bookmark: _Toc199597045]Consideration of Alternative Methods
Netnography was used as an extra approach to observe how teams connect using online tools (Addeo et al., 2019; Morais et al., 2020)). But the quick response strategy could not be used because managers did not have access to enough internal platforms. Following Kim and Han (2020), future research may use netnography to record team members’ digital interactions in real time. In our project, the best way to gain feedback was through collecting it through surveys.
[bookmark: _Toc199597046]Limitations of the Method
Though the survey method is good for collecting a lot of information, it doesn’t pick up on emotional or cultural sides (Paulo, 2021). Yet, with these structuring tools, the reliability raises and data can be explored statistically. This makes it likely that the results can be used by all of Marriott’s team members (Rinaldo and Guhin, 2019).
[bookmark: _Toc199597047]Summary
To conclude, applying both a case study strategy and quantitative survey helped the researcher judge how language barriers affect teamwork, inclusion and satisfaction at Marriott. When an approach is narrow and within the same company, the results are useful for managers as well as researchers (Van der Heijden et al., 2020).



[bookmark: _Toc199597048]Chapter 4 Findings and Discussion 
The research 52 Marriott workers who took part in a survey about language barriers my goal in this research was to look objectively at how communication, emotions and support for language diversity are managed in organizations. The research gathered answers through specific yes/no questions and trends and percentages are used for analysis to make sure the process is impartial.
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The group of participants consisted mostly of experienced workers. Of those, the majority, 53.8%, were in their mid-30s, followed by those between 30 and 35 at 32.7% and less than one-third were under 30. There is evidence that many participants are mid-career with plenty of experience interacting with different types of teams. Most of the participants who responded were female, with 80.8% identifying that way and 19.2% identifying as male. This can result from changes in how departments work or from adjustments in the makeup of the hotel’s staff for the case study.
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Most of those interviewed said it was very common to interact with team members who use other native languages. In truth, 40.4% of people said they strongly agreed and 19.2% agreed that they have multilingual colleagues whom they interact with quite a lot. Just 9.6% were opposed to this idea and nobody strongly counted as disagreement, showing the existence of a multilingual environment. With this in mind, it is now clear what needs to be investigated regarding language barriers and working together.

[image: ]
It also looked further into how different languages could affect team collaboration. According to the survey, 46.2% said that language issues hinder their team’s collaboration and 11.5% agreed with this. At the same time, 19.2% disagreed and the rest did not show strong opinions. Interestingly, everyone seemed agreed, indicating that most people recognize how language issues stand in the way of working well together. Similar questions sought to find out if misunderstandings had occurred for respondents at work because of language difficulties. About a third of respondents (34.6%) said they strongly agreed and another 17.3% said they agreed that these incidents had occurred. This suggests that more than half of the sample have personally faced communication failures because of different languages.
[image: ]
The study also probed the effects of language barriers on people’s moods and minds. Participants were asked if they avoided participating in meetings because of issues with language and 38.5% strongly agreed while 21.2% were neutral. About 60% of the staff either had doubts about offering their views or were reluctant to do so, likely thanks to the fear of being misunderstood. Employees’ answers to this question were similar to those about whether language barriers influence morale and job satisfaction. It can be seen that 46.2% strongly agreed, 15.4% agreed and just 13.5% disagreed, meaning communication problems could have serious effects on staff morale and health.
[image: ]
It is found that workers felt more confidence in some aspects than in others. When the question was about feeling comfortable using the workplace language to express themselves, 44.2% strongly agreed and 15.4% agreed, meaning more than half felt able to do so. Also, it was clear from the survey that a gap in confidence within the team persists, as 13.5% did not agree. People had strong, divided opinions about feeling respected in team talks, despite any language differences. About half of all staff members reported a sense of belonging and almost one-third disagreed which means that a feeling of inclusion depends strongly on the culture and style of department heads.
[image: ]
In the above chart presents if team members feel they are included and respected during conversations despite language differences. Among the 52 participants, roughly 52% disagreed and roughly 37% strongly agreed. Only a very small amount of people chose neutral or agree and no one disagreed strongly. So while plenty do find their place within the community, over 50% of people feel they are not respected by others
[image: ]
Out of the 52 responses, 46.2% disagreed and 25% strongly disagreed that language issues affect their work satisfaction. Nearly 13.5% of staff supported this view and 15.4% were unsure. Although most workers are not influenced, some language barriers caused by English tend to decrease job satisfaction in a number of cases. Neutral replies mean the person might be uncertain about their feelings. The data reveals that while language issues aren’t the same for everyone, they continue to have a negative impact on some employees, so extra care and attention are still needed in the workplace
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The above-mentioned graph show that about 30.8% of those surveyed strongly agreed and another 21.2% agreed, meaning at least 52% of respondents avoid communicating in meetings due to language difficulties. Nine point six percent agreed, 9.6% were neutral and thirty eight point five percent disagreed. It is clear from the findings that workers from different countries struggle to take part, because many feel hesitant or uncomfortable joining in. Because of these factors, teams might not perform well, generate innovative ideas or feel confident enough. With supportive rules and equal chances, all team members may feel safe enough to share what they think and feel.
[image: ] 
According to the survey, 46.2% disagreed and another 23.1% strongly disagreed that colleagues work to communicate well when there are language differences. Then again, 19.2% agreed and 11.5% remained undecided. As a result, most employees notice a lack of strong communication from their colleagues, while a minority see positive efforts being made. From the findings, we can see that many team members do not feel that language issues are being handled well enough in team communication. Being more aware and encouraging people to speak up could reduce the sense of exclusion and encourage everyone to feel included.
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thr above graph shows that 46% of audience disagreed that their teams are using effective approaches to manage language challenges and a further 28.8% strongly disagreed. Just over one in ten participants agreed and fewer than one in ten remained neutral. From this data, it is clear that most team members lack confidence in the current solutions for language challenges. Many team members think that the ways things are done now are not effective enough to warrant much support. Based on the results, the organization requires development in communication, since effective strategies help improve teamwork and make everyone more productive.
[image: ]
One main question on the survey dealt with whether Marriott helps employees with the necessary tools for cross-language use. Out of the whole sample, 55.8% either agreed (42.3%) or strongly agreed (13.5%) that help is provided. At the same time, 26.9% of people disagreed and 17.3% were unsure. Despite Marriott’s efforts being recognized by over half the workforce, a significant number either feel ignored or uninformed about available resources. From these findings, it appears that Marriott has implemented these tools already, but availability, understanding or use of them may differ between team members and locations.
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The question then becomes whether Marriott’s support or training has made it easier for staff to handle situations with teams that speak various languages. Nearly two-thirds of people (61%) agreed, either strongly or a little, though 26.9% disagreed and 11.5% were not sure. In other words, most people believe the support is useful, but it could still be better applied and done more consistently. A group of staff pointed out that the training materials were not created with their unique language needs in mind, so there is an opportunity for Marriott to develop more specific training.
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The way people respond to the question of improving language communication in the workplace tends to reveal how happy they are. The majority of staff (50%) strongly felt that this was very important and an additional 7.7% agreed, so it became a key priority. Crucially, everyone involved gave only positive responses or were neutral. Nearly everyone in the workforce seeing language inclusivity as strategic proves its great worth. The argument shows that enhancing how teams offer and receive information is both desirable and essential to support a good workplace atmosphere.
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Participants were asked if differences in language may block certain team members from fully participating. Over 4 in 10 (48.1%) participants strongly agreed and a further 11.5% agreed too. The results confirm that communication issues are perceived by almost everyone (88.5%) to result in missed potential. As a result, our organisation faces a risk because members of the team with language barriers may not get to use their abilities at work. Therefore, Marriott ought to try using more inclusive ways to talk to staff and design events where employees can express their opinions in ways that fit their abilities.
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The survey also asked if workers experienced support from colleagues when they had trouble with language. Although the study didn’t disclose exact data, the fact that this question was included reflects how important peer support is for an inclusive team. Informal exchanges among employees often help where formal education fails and can encourage everyone to cooperate and care for one another. Team cohesion can be boosted and non-native speakers made more comfortable if the company introduces mentorship, buddy systems or matching new hires with native speakers.
[bookmark: _Toc199597049]Discussion 
The survey investigated how language barriers influence team performance and collaboration. Most participants confirmed they work with multilingual colleagues almost every single day. This finding supports studies by Adair et al. (2024), who argue that communication is essential. In Marriott’s multicultural environment, many team members face language-based misunderstandings regularly. This result echoes Tenzer et al. (2021), who stated language differences weaken teamwork. The participants’ answers showed language diversity was both common and influential in teams. Almost half of the respondents believed that communication difficulties weakened team cooperation. These results confirm earlier research from Loderer et al. (2024), highlighting reduced cohesion. Some workers feared being misunderstood, and this affected their confidence significantly (Bellini et al., 2022). Such experiences led to reluctance to join meetings or share their opinions freely. This aligns with Nur (2024), who explained that language barriers reduce workplace participation. A portion of employees expressed feeling left out in conversations and decision-making. These emotional reactions match Herzberg’s theory, where communication affects job satisfaction. Poor communication increases dissatisfaction, especially in service settings where interaction is vital. The survey data revealed that many employees hesitate to speak during team meetings. They worry their language skills will cause embarrassment or lead to rejection. This issue mirrors findings from Swords (2022), who saw silence as a defensive mechanism. Being silent leads to less innovation and reduced idea sharing in group projects. When staff cannot contribute openly, teamwork becomes less effective and engaging. Marriott’s multicultural staff face challenges that reduce their involvement in critical conversations (Fagyas & Datta, 2023).
A major finding was the gap in respect during conversations. Around half of the workers felt they weren’t respected because of language issues. This reflects Khan’s (2023) analysis of power structures through language use. Teams that favour dominant languages like English may exclude others unintentionally. Gaibrois and Nentwich (2020) also pointed out that native English speakers hold unfair advantages. Language becomes a tool for maintaining hierarchy instead of building inclusion. Some Marriott employees reported that native-speaking groups dominated discussions unfairly. These behaviours create “in-groups” and “out-groups” that limit collaboration and fairness. Vigier and Spencer (2018) described this linguistic grouping as harmful to unity. Employees who speak minority languages often feel excluded or invisible in teams. Power dynamics shaped by language affect morale and reduce feelings of belonging. According to Wilmot (2024), native language clusters can spread inequality in decision-making.
The survey results highlighted that some teams lack strong communication strategies entirely. Nearly half of the respondents disagreed that teams handle language issues well. This proves that multilingual teams require intentional and structured communication practices. Despite Marriott’s global image, some teams lack effective multilingual communication support. The LR supports this through Salih’s (2024) emphasis on inclusive language policies. Not having strong policies increases misunderstanding, exclusion and emotional stress in teams. The survey showed that Marriott provides some resources for cross-language use. Slightly more than half of the respondents agreed that tools were available. However, a large portion of employees remained unaware or unsure of these resources. This inconsistency suggests problems with the communication of policy or training access. These gaps in training weaken employees’ ability to deal with language challenges. Some staff believed training was not suited to their individual language needs.
This echoes Al-Salman and Haider (2021), who said tools work best when customised. Marriott must redesign training to meet the actual needs of different language groups. If staff don’t use tools properly, language barriers will remain unresolved. Marriott’s support for training seems useful but not consistent or department-specific. Participants wanted more targeted approaches to help them in daily interactions. The study also asked if improving communication would increase workplace satisfaction. More than half of the respondents strongly believed it would help a lot. This belief supports the LR findings on inclusivity. Improving language inclusiveness not only boosts communication but encourages innovation. Marriott teams may benefit from broader and more inclusive language strategies. Participants said they valued communication that is accessible to all employees equally. Another finding from the survey was the loss of potential due to language differences. Around 88.5% of employees believed language gaps blocked team participation. This supports Tenzer and Pudelko’s (2020) research on underused staff capabilities. If staff feel excluded, their skills go unused, weakening overall team strength. Marriott may be losing talent and productivity due to these avoidable problems.
Respondents highlighted that coworkers often don’t support each other during misunderstandings. Peer support was missing, though it could help overcome language problems. This links to Kim and Han (2020), who recommended buddy systems in multicultural teams. These systems let new staff feel safe while adjusting to different communication styles. The literature notes that informal support is often more helpful than formal programs. Marriott might improve inclusion by promoting these informal team structures actively. It is clear that Marriott faces major communication challenges in its diverse teams. Many workers think the current strategies are ineffective or inconsistently applied. Effective communication strategies must include both training and informal peer support (Soyoof et al., 2023). Marriott’s language training could be better adapted to individual team dynamics. Employees in this study said their departments lack tailored communication support. Better methods would help workers contribute ideas and feel part of the team.
The literature review emphasised that language is not just a tool but a power structure. Employees may feel less valuable when their language is not understood or accepted. According to Khan (2023), language influences both identity and workplace status. If people are afraid to speak, they become invisible and disengaged from the team. Staff who feel ignored tend to withdraw from both social and work activities. Marriott must address these emotional effects to improve morale and productivity. The findings also support Herzberg’s two-factor theory on motivation and morale. When communication is poor, employees experience dissatisfaction even if other factors are positive. Language gaps thus become hygiene issues, lowering satisfaction and increasing frustration. If left unresolved, these issues may cause higher staff turnover and emotional burnout. Staff want to feel valued and involved, not just tolerated or misunderstood. Marriott has taken some steps, like offering translation tools and training sessions. But participants said those steps did not always reach them or fit their needs. Better communication is needed about what resources exist and how to use them. More inclusive tools, like multilingual signs or visual aids, could help many teams. Marriott must listen carefully to what different teams say they need to succeed. Survey responses also showed that managers play a huge role in inclusive communication. Employees who felt respected by leaders were more likely to share their opinions. But where leaders ignored language issues, staff felt excluded and silenced. This supports findings from Campbell et al. (2020), who wrote about communication breakdowns. A leader’s sensitivity to language can improve or destroy team harmony. Training leaders in inclusive communication could improve staff satisfaction significantly.
Participants agreed that language inclusion should be a top priority for improvement. Half of them felt strongly that inclusive communication is very important at work. This proves employees are ready and willing to support change in communication policies. Marriott should use this momentum to improve language strategies across all teams. Including staff in designing language programs could make them more effective and popular. This study closes a gap in literature by focusing on hospitality settings. Most previous research looked at multinational corporations, not people-first industries. Marriott’s case shows that language issues directly affect service quality and job morale. Future research should include more emotional data through interviews or storytelling. These methods could reveal subtle struggles and hidden solutions not found in surveys.
There are many Marriott employees face language barriers at their workplace. These language problems make it hard for people to talk and work together. As a result, team spirit and job satisfaction are often reduced every day. Although Marriott provides some tools to help, many staff still feel excluded. Some workers do not feel fully supported or included in team discussions either. This makes them less willing to speak or take part in meetings. Language issues can also make workers feel left out or unimportant at work. Formal training is helpful but is not always enough on its own. Teams need better ways to improve everyday communication between their members. Simple changes like using clear words or visual aids can help staff. Language support should match the team’s needs and not follow one rule (Luo et al., , 2021). Some team members may need extra help to feel safe when speaking up. Creating a respectful environment will improve the mood and trust in teams. Staff feel better when their managers listen and respect their language struggles. Power and respect are also affected by how language is used at work. If only some workers understand everything, others may feel less important. This feeling can lower their confidence and stop them from sharing ideas. Managers need to make sure all voices are heard equally in the team. They should offer support and check if everyone can take part fully. When employees feel respected and safe, their work performance also improves. Marriott can become more successful by being open to language needs. If communication is fair and clear, teams will work better and feel happier. Treating language problems with care helps build trust and teamwork in every department.


[bookmark: _Toc199597050]Chapter 5 Conclusion 
The research focused on discovering how different languages affect multicultural teams found in Marriott hotels in the UK. A study indicates that knowing several languages can set advantages for workers, despite some troubles it may present (Manoharan et al., 2021). Having individuals from different cultures join a team creates a richer group culture, yet not understanding each other’s language at work can be challenging (Skordoulis et al., 2024). People in service industries need good communication to boost their productivity, sense of inclusion and mental health, as the evidence shows (Fiset et al., 2023). Information from 52 employees in the survey allowed the study to examine how variations in language can affect workplace relationships, collaboration and mood. Khan points out that language has a big role in how social inclusion, identity and power work in the workplace (Khan, 2023). Gaibrois and Nentwich (2020) as well as Tenzer and colleagues (2021) believe that difficulty with communication can cause individuals to group together instead of working as a team. According to the current study, numerous Marriott staff said they felt isolated whenever native language groups were formed. It was found that language barriers result in misunderstanding for 59.6% of participants in teamwork situations. Loderer et al. (2024) also discovered that when communication and cultural awareness are misused, friction and reduced productivity appear in the teamwork of global teams whose positions are heavily people-oriented. The findings suggest that challenges with language can seriously harm an employee’s confidence, mood and general psychological safety at work. Nearly half the participants said they were reluctant to talk during meetings because they worried about their language abilities. This result confirms the earlier findings of Nur (2024) and Swords (2022) that people are likely to stay silent in multicultural situations because they worry about making errors or looking foolish. As a result, less innovation and involvement happen which cannot contribute to achieving the collaborative objectives in team projects. Herzberg’s theory fits these results by revealing that having poor communication confidence can influence mood negatively. If people at work do not feel free to speak up, they usually retreat, contributing less to their team. 
The selection of a positivist, survey-based case study let researchers collect useful data on communication in Marriott's diverse environment. Real-world situations were analyzed which helped and surveys were used to collect attitudes ethically and easily (Lawlor et al., 2021). By using the research strategy, it was confirmed that language-related stress, feeling cut off emotionally and not belonging were things that many team members faced regardless of their department. Rinaldo and Guhin conclude that surveys lack subtlety, but their system ensures data is consistent and makes it possible to spot widespread trends among teams of different backgrounds and communication styles. Nearly a third of Marriott employees felt Marriott was failing to support them in communicating, despite the company’s effort to provide necessary tools. The fact that perception is inconsistent implies certain gaps in training, how it is provided or who can attend which could be caused by decentralized treatment. This agrees with Al-Salman and Haider (2021), who noticed that communication tools work well when they are adapted to teams’ language skills and used clearly and consistently. Besides, participants were united in thinking that enhancing how they communicate would improve team performance and their satisfaction at work. This result is consistent with the findings emphasized using inclusive language boosts worker capabilities and sparks fresh ideas in worldwide groups. Almost all respondents 88.5% said that language issues were a reason why some team members couldn’t fully take part. It points out that, without control, differences in language can lead to disengagement and us wasting valuable talents. 
According to Vigier and Spencer (2018), having language-based groups can make teams less united and can weaken the whole group’s abilities. As a result, Marriott needs to work around the hidden barriers that languages can create and make sure every opinion is shared equally at all points in the company. If important changes are not taken, wasting capable team members will keep lowering both performance and workers’ morale. Peer support was found to be an important, but not easily counted, part of inclusive communication in all the studies. Even if the survey did not include detailed answers on this point, questions that relate to team support revealed big differences among people. Kim and Han (2020) suggested in earlier literature that unofficial activities such as buddy systems, peer mentoring and group matching can reduce language stress when the primary systems are not enough. Introducing such practices into Marriott’s system could greatly strengthen the teamwork of its multicultural staff, mainly if they are expected by both staff and leaders.  This work helps bridge a gap in the research by studying language dynamics live in a hospitality setting. Unlike many general studies on multinational corporations, this research looked at an industry where success depends on strong communication between people. It supports the suggestions made by Salih (2024) and Papatsimouli et al. (2023), who highlighted using traditional human methods as well as applications and signs in several languages. Further study can benefit from using interviews or observing online communities to better appreciate the emotional details staff share through surveys. All in all, the research shows that language challenges are still a major and complicated issue for multicultural teams in hospitality. Marriott has tried hard to tackle communication issues, yet problems in training, team approaches and empathy can still be found. To achieve progress, Marriott needs to offer special training in each department, back inclusive leadership and allow more communication among employees. Working on these matters increases fairness, improves how teams communicate and results in better performance and guest satisfaction. The research and published works indicate that including all employees in communication is not optional in today’s globalized workplace.
[bookmark: _Toc199597051] Recommendations 
[bookmark: _Toc199597052]Employee’s self-esteem
Assigning a common language for work helps minimise misunderstandings and create a sense of belonging, and it’s usual for these companies to use English (Fiset et al., 2023). All team members have a common way to keep in touch, which lessens the chance that someone will feel left out or misinterpreted. Moreover, Marriott needs to formalise all work-related communication in English, whether in meetings, in written form or on its signs (Yata Onkhaw and Fedorova, 2019). This policy must be explained clearly to all staff and backed up by convenient resources for studying other languages. Speaking English well affects employees' self-esteem, willingness to participate, and how fulfilled they feel. Subsequently, Language training benefits effective communication and makes employees feel valued and included by their organisation (Sumaiya et al., 2022). Marriott should provide language learning classes at work, guided by the company's resources (Huang and Rust, 2021). Moreover, it offers beginner, intermediate, and advanced training, plus modules for hospitality-specific terms. Therefore, access to learning apps and resources can continue to help students improve (Tang, 2024).
[bookmark: _Toc199597053]Training sessions 
People who speak a local language among themselves can become excluded from those who don’t, leading to unequal treatment. On the other hand, Marriott should create an environment where all employees can communicate comfortably (Brainee, 2024).  Training managers to use the common language in all group meetings and to look out for possible clustering based on language will help the learning process (Gosal et al., 2019). Furthermore, staff members should understand the problem of not using inclusive language and be prompted to bring everyone into conversations, particularly at group meetings (Mullen and Klimaitis, 2019). Moreover, emergency or complicated situations can be made clear with digital tools so that mistakes in communication do not get in the way of service (Dudar et al., 2021). Marriott should install real-time translation applications, incorporate multilingual digital displays and supply communication platforms that offer multiple languages (Papatsimouli et al., 2023). Moreover, these tools help frontline employees communicate well with staff and customers from many backgrounds (Ek Styvén et al., 2022).
[bookmark: _Toc199597054]Formal Policies and language barrier 
Different cultural practices commonly meet language problems, leading to message understanding and group interaction issues. Moreover, teaching people about cultures from other parts of the world reduces disputes and improves work teams. Marriott needs to hold regular workshops that teach participants about the balance of language and culture. These sessions must give practical tips on dealing with cultural differences, reading expressions, and growing empathy among colleagues. Moreover, collecting formal policies about language use and inclusion can help people understand the rules and solve issues related to different languages (Holzinger, 2019). Subsequently, the company should design and issue a policy that helps everyone understand what language they should use, how to speak up if needed and what kinds of support are in place. Moreover, human resources should ensure this policy is taught to colleagues in their initial and continuous learning sessions. Moreover, reaching guests using everyday language is vital, but appreciating multilingualism toppers adds to both guest experience and employee spirits. By acknowledging its multilingual employees, Marriott can use their skills to communicate with guests, do translations and act as cultural guides. Making language awards or offering employees incentives helps them support and build new skills.
[bookmark: _Toc199597055]Communication Environment 
Tracking the communication environment is essential so fresh challenges can be spotted and progress with intervention strategies can be evaluated (Mudawi et al. 2023). However, the company should regularly ask workers for their opinions on communication, sense of belonging, and satisfaction. Data analysis uncovers trends to help decide on the best language and inclusion choices. Managers help promote inclusive communication and handle language problems they encounter during work. Moreover, Marriott should offer its managers instructions on how to deal with diversity in speech, settle disputes and help team members who use different languages. Leaders need easy-to-use resources and educational materials that enable them to encourage a diverse team atmosphere (Uchenna et al. 2024). Planned team events can help people overcome language and cultural differences and support teamwork. Marriott can hold team-building activities frequently to help employees from multiple language groups get to know each other. Activities are set up to ensure groups of workers practice teamwork and communicate, assisting them in creating an understanding that is not limited to a common language.
[bookmark: _Toc199597056]Employees Engagement 
Marriott should start a mentorship or buddy system with those who speak some languages and pair them with fluent teammates. One-on-one support lets you try informal language, connect with others and learn fast in an encouraging setting (Joshi et al., 2020). Moreover, mentors teach how to speak and listen in the workplace, clear any confusion and give helpful advice. Subsequently, they encourage inclusion, make employees feel less alone and motivate everyone to join in. Employees working together can boost everyone's confidence, increase participation, and support a unified workforce (Azevedo et al., 2021; Nguyen et al., 2024). Marriott needs to make safety rules, HR handbooks and training manuals accessible in every language its personnel speak. However, English is used at work, and supplying documents in other languages helps employees grasp essential points, which leads to fewer risks and better compliance. Subsequently, if bosses use simple language with visual aids, employees who have problems with English. Moreover, by customising how it communicates, Marriott values different languages and guarantees that all its workers have the same access to vital info, which makes the workplace safer and more informed.
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Demographic Questions:
1. Whatis your age group?
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Language Interaction and Workplace Communication:
3. Do you frequenty interact with team members who speal: different native languages?
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4. Do language barriers hinder your team’s collsboration and performance?

Strongly agree / Agree / Neutral/ Disagree / Strongly disagree
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5. Have you experienced misunderstandings at work due to language differences?
Strongly agree / Agree / Neutral/ Disagree / Strongly disagree
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11. Do you think your team uses effective methods to overcome language barriers?

Strongly agree / Agree / Neutral/ Disagree / Strongly disagree

12.Do your colleagues actively try to improve communication across language

differences?
Strongly agree / Agree / Neutral/ Disagree / Strongly disagree
Perceived Importance and Impact:
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performance and satisfaction?
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