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Abstract.
Aim 
The aim of the research is to identify the impact of foreign language barriers on guests' communication process in the case of Ashford International Hotel and Spa. 
Objectives 
· To detect the potential communication issues experienced by employees of Ashford International Hotel & Spa while serving customers with limited proficiency in English
· To analyse the impact of language barriers on service efficiency, customer experience, and satisfaction rate within Ashford International Hotel & Spa
· To suggest some strategies to address foreign language barrier issues and improve operational efficiencies at Ashford International Hotel & Spa.    
Literature Reviews 
Approximately, 91.1% of people in England and Wales speak English fluently, and Ashford International employs people from the UK who speak English exclusively. Nonetheless, the United States, France, Germany, and the Republic of Ireland send the greatest number of tourists to the United Kingdom. Each of these travellers speaks a different language. During their stay at Ashford International Hotel and Spa, this visitor may have communication problems. Customers' experiences at the hotel are greatly impacted by this language barrier.
Methodology 
All types of research issues are explored and made simpler by exploratory research design, which also leaves space for more study. This specific architecture permits methodological flexibility, which is suitable for investigating a novel subject. The analysis of the hospitality firm Ashford is shown by the gap in the literature, which is why this design was chosen. In order to gather data more quickly and have easy access to a wide range of information, secondary data collecting is valued. Secondary data collection is used in this study because language constraints make it necessary to identify the company, which requires a wide range of data.
Findings
Chapter four examines the results of foreign language obstacles in Ashford International Hotel and Spa, based on obstacles to employee communication, service delivery rate, and customer satisfaction. The chapter presents the results of the research under major themes, critically analysing the impact of language restrictions on operations, performance of the staff and the level of satisfaction. It mentions the aspects of systemic inefficiencies, emotional effects, and reputational risks, which serves as the basis of discussion and recommendations in general.
Conclusion 
Chapter five includes the findings conclusion and recommendations of the study joining the findings with the research goals. It outlines the impact of language barriers on communication, efficiency, and guest satisfaction and provides some viable approaches that can be used to ameliorate it. The study constraints, scope of studies in the future and significance of strategic language management in the context of sustainable performance in international hospitality operations in the present-day context are also outlined in the chapter.
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[bookmark: _Toc220604352]Chapter 1: Introduction 
[bookmark: _Toc220604353]1.1 Background 
Ashford International Hotel and Spa is a four star hotel and spa located in Ashford, Kent, England. This hotel is well placed for the visitors heading to or from London using Eurostar Terminal, Channel Tunnel and M20 Motorway. This hotel particularly includes 179 spacious rooms, two of the stylish restaurants and suitable leisure facilities in the area (Ashford Hotel, 2019). This research is based on evaluating the impact of foreign languages used by the guest in the hotel creating communication barriers and affecting the service quality.  
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Figure 1.1: Number of Inbound tourist visiting UK 
(Source: Statista Research Department, 2024)
This particular figure indicates the number of inbound tourists visiting the UK, as in 2024 there will have been 39 million overseas tourists visiting the UK (Statista Research Department, 2024). Thus, the companies operating in the tourism sector have to tackle diverse customers with less proficiency in English. However, the staff at the company Ashford are profound in English which creates communication barriers with customers from diverse backgrounds. Due to this communication gaps occur which affect the service quality of the company.  
[bookmark: _Toc220604354]1.2 Research Aim and Objectives 
Aim 
The aim of the research is to identify the impact of foreign language barriers on guests' communication process in the case of Ashford International Hotel and Spa. 
Objectives 
· To detect the potential communication issues experienced by employees of Ashford International Hotel & Spa while serving customers with limited proficiency in English
· To analyse the impact of language barriers on service efficiency, customer experience, and satisfaction rate within Ashford International Hotel & Spa
· To suggest some strategies to address foreign language barrier issues and improve operational efficiencies at Ashford International Hotel & Spa.    
[bookmark: _Toc220604355]1.3 Research Question
· What are the potential communication issues experienced by employees of Ashford International Hotel & Spa while serving customers with limited proficiency in English? 
· How language barriers impact service efficiency, customer experience, and satisfaction rate within Ashford International Hotel & Spa? 
· What are the strategies to address foreign language barrier issues and improve operational efficiencies at Ashford International Hotel & Spa? 
[bookmark: _Toc220604356]1.4 Rationale 
Factors such as language indifferences and cultural misunderstanding communication barriers can turn a pleasant hotel experience into a frustrating deal (Hospitality Institute, 2024). In recent periods it has been observed among modern customers that they make plans at the last minute where they do not have time to make research about their stays in hotels (Roberts, 2024). For example, if any individual is less proficient in English they need customer assistance to make a booking over Ashford however, the communication backlog with assistance of the company may create issues and can change the mind to stay at their place. This is a major loss for the tourism sector. Due to the presence of a diverse set of employees in Ashford, it can also fail to create targeting strategies for all this is a critical issue of communication barrier which may affect the operation in such competitive circumstances. Even executives of the particular company also lack communication with vulnerable groups as a result they will fail to give comfort to the individual in anxiety or stress as a result there will be less engagement. The most significant solution which this hotel brand can implement is to use multiple language booking apportion over the website and social media so that customers can look after all the facilities and amenities. 
[bookmark: _Toc220604357]Chapter 2: Literature Review
[bookmark: _Toc220604358]2.1 Identify common types of communication barriers in hospitality industry 
Language barrier is the most common type of communication barrier within the hospitality industry, it is those features of language which use the result of miscomprehension or complete loss in communication (Communication Theory, 2021). This factor can hinder effective communication which can lead to misunderstanding and mistrust (Simon, 2024). In the case of Ashford, international employees are proficient in only English, and they fail to communicate with diverse customers. A cultural barrier in case of communication occurs when communication takes place between individuals of different backgrounds (Communication Theory, 2019). There are mainly five causes of cultural barriers that are language, stereotypes, signs and symbols, behaviour along with belief (Davies, 2024). The UK includes the culture of Masculinity due to this reason Ashford international employees may prefer communication with men which can affect customers' mindset as a result loyalty can be hampered.    
Communication noise is considered as any barrier which has been preventing an effective communication process (Beaver, 2022). External disturbances such as loudspeakers, poor lighting or any form of technical issue can create such problems of communication barrier. This is another critical factor in Ashford international which is required to be maintained while communicating with customers. Technology barriers also create communication issues. At present maximum customers prefer communicating over digital platforms before making any booking in the hospitality section. Average internet speed in the UK is 150 Mbps which is ideal for making digital communication (Netomnia, 2026). Due to the presence of such an internet, digital communication is quite easy for the hospitality company Ashford international if the language barrier does not occur. Non-verbal communications barriers are the obstacles which block clear understanding of unspoken cues. This communication barrier also takes place during the period of intercultural communication. Gestures vary across different cultures employees of Ashford international may be aware of only UK culture as a result the non-verbal communication may vary with diverse customers.    
[bookmark: _Toc220604359]2.2 Communication issues experienced by the employees of Ashford while service customer with limited proficiency in English 
In England and Wales 91.1% residents are proficient in English speaking, Ashford International includes staff from the UK and they are also proficient in only English (Office for National Statistics, 2022). However, the UK experiences a maximum number of tourists from the US, France, Germany and Republic or Ireland. All these tourists have different communication languages (Statista, 2024). This tourist can experience communication issues during their stays in Ashford international hotel and Spa. In compare to hospitality chain that Premier Inn, diversity and inclusion is valued within the company (Premier Inn, 2023). Due to this reason diverse staff has been included within the company who can provide customer service to the customers from various background. Due to this language barrier in case of communication at the hotel, the experience of the customers is completely affected. Employees fail to analyse the request of the customers specifically related to room preferences, spa treatments and dietary requirements. Even the employees may also experience challenges in explaining all the hotel facilities and amenities which may result in selecting stay over the hotel. Even inefficiency in explaining the safety rules to the customers can cause sudden problem situations. Due to lack of assistance from the staff as of language barrier there are high chances of errors in case of check-in and check-out. In order to tackle this issue another sector giant that is Marriot has introduced self-check-in kiosk so that check-in activities can be performed earlier (Marriott, 2026). Staff may particularly feel less confident in serving diverse customers due to language barrier and this can slow down the service rate and hesitation.   
[bookmark: _Toc220604360]2.3 Impact of language barrier over service quality, experience and satisfaction 
As per the views of Al-Mutairi (2025), misinterpretation and ambiguity as per communication is considered can cause strained interactions which may affect collaboration along with creating impaired conflict resolution. Language deficiency with diverse customers is a common issue across hospitality organizations and this may particularly affect the quality of service delivered to the customers (Madera, 2011). Even due to communication backlog the trust among the potential customers is also affected as a result of which they do not make their booking over that hospitality company. Due to all this issue the customers rates across the company Ashford International may be reduced which affect the potential to generate a high level of revenue. The service quality across the company may be particularly reduced based on misunderstanding and service delays. Guests from diverse backgrounds in Ashford international may feel frustrated, censored and undervalued. Incorrect orders taken to lack of communication can create unmet expectation and loyalty cannot be established with such unplanned operation. Due to miscommunication customers' level of satisfaction is reduced and this particularly leads to reduction of loyalty and negative reviews. Linguistic pressure over existing employees of the company may affect staff morale and they can also experience burnout while treating clients.  
[bookmark: _Toc220604361]2.4 Recommendation to tackle foreign language barrier 
Inclusion of hospitality staff with diverse language knowledge 
Potential clients' trust is also impacted by the communication backlog, which prevents them from making reservations with that hospitality business. All of these problems could result in lower customer rates throughout Ashford International, which would limit the company's ability to make large profits. Misunderstandings and service delays may significantly lower the company's overall service quality. Visitors from a variety of backgrounds may feel underappreciated, irritated, and censored at Ashford International. Unplanned operations that result in incorrect instructions or poor communication can lead to unfulfilled expectations and the inability to build loyalty. Miscommunication lowers consumer happiness, which especially results in lower loyalty and unfavourable evaluations. Staff morale may be impacted by linguistic pressure on current personnel, who may also become burned out when serving clients. Due to this particular linguistic pressure across the company it is recommended to the company for including staff with various linguistic knowledge so that appreciated service can be provided to the diverse customers. Even this particular organisation include suitable training within the company as a result, existing employees can be trained with the multiple knowledge so that they can communicate effectively with diverse customers. 
Inclusion of multilinguistic website for guiding customers with booking 
Recently, it has been noted that contemporary consumers make last-minute reservations and lack the time to thoroughly investigate their hotel stays (Roberts, 2024). For instance, if someone doesn't speak English well, they need customer service to make a reservation through Ashford. However, the communication backlog with the company's help could cause problems and cause them to decide not to stay. The tourism industry has suffered a significant setback. Ashford's diverse workforce may also make it difficult to develop targeting strategies for everyone. This is a crucial communication barrier that could negatively impact operations in such competitive situations. Using different language booking options on the website and social media platforms is the most important solution this hotel business can put in place to allow guests to take advantage of all the offerings.
[bookmark: _Toc220604362]2.5 Theoretical framework 
Issue of communication due to language barrier has been observed in case of Ashford international for dealing with customers with less proficiency in English. This communication backlog can be effectively tackled by introduction of Shannon and Weaver’s model; this model supports proper method of communication so that any sorts of backlogs are not present in the process. 
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Figure 2.1: Model for communication 
(Source: Communication Theory, 2024)
As per the complete stricture it can be observed that in Ashford there is issue in Decoder when the sender is from diverse background for this reason a multilinguistic decoder is required to cover the feedback. 
[bookmark: _Toc220604363]2.6 Literature gap  
Salleh et al. (2021), has mentioned about the types of communication barriers in general and effect of such communication barriers. In this particular research all the issues have been taken into consideration in general there is no specificity to any company and even there are no sector references thus specific issues cannot be analysed using the research. Tenzer, Pudelko and Zellmer-Bruhn (2021) has mentioned the effect of language barriers required for knowledge processing. None of the previously published data sources contain information about language barriers impact based on a specific Ashford international gap and it is identified as the literature gap for the research. 
[bookmark: _Toc220604364]Chapter 3: Methods 
[bookmark: _Toc220604365]3.1 Research Philosophy 
Philosophy is an important part of the research which reflects about the nature, assumptions and knowledge of the study. Positivism is the gold philosophy from where other philosophies are derived. Interpretivism philosophy in the case of sociology indicates understanding the subjective meaning and experiences of the individual (Nickerson, 2024). This philosophy is implemented to analyse complex human experience based on a situation. In this research customers' experiences need to be evaluated due to language barriers in Ashford International, for this reason interpretivist philosophy has been selected in this research. However, this procedure is only related to the subjective nature of the approach. 
[bookmark: _Toc220604366]3.2 Research Design
Research design is considered as the critical element of the methodology which is required for answering all the research questions mentioned in the research (McCombes, 2021). There are various types of research design however, most common among them is exploratory and descriptive design. Exploratory research design simplifies and explores all forms of research questions which can support leaving room for further research (Dudovskiy, 2022). This particular design allows methodological flexibility which is appropriate for researching a new topic. The literature gap indicates analysis of the hospitality company Ashford due to this reason such design has been selected.   
[bookmark: _Toc220604367]3.3 Research Approach 
Research Approach implies the method engaged with data collection and analysis, which particularly reflect qualitative and quantitative methods. There are two types of research approaches that are deductive and inductive. Inductive research approach is particularly initiated with observations, followed by pattern and it ends with theory (Dudovskiy, 2025). This particular research approach is ideal for identifying new connections and explanations which can lead to new theories and hypotheses (Owa, 2023). In case of this research new connection is required to be developed between language barrier and hospitality company Ashford international for this reason such approach is required to be selected.  
[bookmark: _Toc220604368]3.4 Sampling 
Sampling is the ideal technique of grouping similar data sources, in this research simple random sampling method has been utilized for selection of journals so that scope of biases can be reduced in the research. 
[bookmark: _Toc220604369]3.5 Data Collection 
Data Collection is considered as the most important process based on which suitable information is collected in a research. There are two types of data collection processes: primary and secondary. In primary data collection information is accumulated from sources using interviews and surveys. Whereas, secondary data collection is required for including information from journals, articles as well as websites. Secondary data collection is appreciated to collect data faster and access a wide variety of information easily (Roh et al. 2019). In this research language barriers in case the company is required to be identified for which a wide variety of data is required due to this reason secondary data collection strategy is utilized. 
[bookmark: _Toc220604370]3.6 Data Analysis 
Data Analysis is another critical part of methodology which is required for analysing all the information collected. In this particular research secondary information has been accumulated, all this information is qualitative in format. For this reason, qualitative analysis has been used in the research. In this research there are 3 objectives and all this needs to be met at the end of the research. Due to this reason thematic data analysis has been used as it allows structured representation of each objective in the research (Li et al., 2020). 
[bookmark: _Toc220604371]3.7 Ethical Consideration 
Ethical consideration is an important part of the research which is required for solving all types of ethical issues. All the information in this research has been stored in cloud storage with a proper encryption method. In this research information has been accumulated from suitable databases published in recent periods. The data protection act 2018 has been maintained throughout the research.
[bookmark: _Toc220604372]Chapter 4: Findings and Discussions.
[bookmark: _Toc220604373]4.1 Findings.
4.1.1 Theme 1: Potential communication issues experienced by employees while serving customers in the hospitality and service industry.
The possible communication problems faced by the workforce when interacting with the customers in the hospitality, service industry have been largely identified as one of the most crucial operational problems in business operations, especially where the business occupies an environment that attracts a global population of clients (Hanelt et al., 2021). The main problem that arises is the inability of employees to receive the information effectively due to the imbalance of the knowledge of the guests in the language of service, most often, English, which is relevant in critical service situations. Such simple tasks as the check-in and check-out processes, room service requests, scheduling spa sessions, or descriptions of what the hotel has to offer can be time-wasting and can easily be misunderstood (Wang, Miao and Mattila, 2022). Employees will be unable to communicate the policies, safety guidelines, or the price policies, and this is because they are likely to make mistakes and get the guest displeased.
The misunderstanding of the guest requirements may lead to the wrong service delivery, waiting, or rephrasing of the needs, thus burdening the staff with more workload. More so, language differences can constrain the effectiveness of employees to address complaints by guests effectively because subtle problems need accurate words and understanding of the language (Stewart and Chase, 2022). This can also result in frustration for both parties, as the guests will feel that the staff is not helpful, and the employee feels nervous or incompetent. Non-verbal communication: Non-verbal communication, including facial expression or gestures, is a compensatory strategy that is used frequently, though, due to cultural differences, the meanings are distorted, and misunderstandings are increased (Yao et al., 2019). The workers might also lose confidence and job satisfaction due to a lack of effective communication, especially when they are too afraid of negative feedback or complaints, which may take place as a result of language-related problems. 
Moreover, the use of written language such as signage, menus or information brochures might not be sufficient to cater to foreign guests, hence causing the employees to give them verbal explanations every time (Ardani and Basalamah, 2021). Technological translation aids may help but are not always right and suitable in the case of professional services administration, particularly on sensitive or complicated requests. The constant communication barriers might gradually lead to discrepancies in the services, increased service costs, and stress to operation (Madera, Dawson and Neal, 2021). It could also not allow employees to form rapport, personalise services or product upselling because communication is still basic and transactional. This will limit the chances of going beyond the expectations of guests and bring in more money. 
Language barriers may also contribute to these problems, and employees may be left lacking training in language skills to effectively manage the linguistic diversity (Omar and Alqahtani, 2018). Emotional pressure can also be higher when personnel try to juggle between standards of service and communication restrictions, which can result in burnout and poor performance. Organisationally, these concerns can influence the brand image, where the guests can correlate the communication challenges with inefficiencies in service quality (Qian and Ke, 2019). As such, communication problems associated with the presence of a foreign language are potential challenges that face hospitality staff and affect day-to-day interactions, precision of service delivery, emotional labour, and the overall experience of the guests in the service sector. 
4.1.2 Theme 2: Impact of language barriers on service efficiency, within Ashford International Hotel & Spa. 
The importance of language barriers in the efficiency of the services provided by Ashford International Hotel and Spa is a major operational issue, considering the varying international guest profile of the hotel (Dawson et al., 2022). Efficiency in service provision within the hospitality industry largely relies on effective, timely, and proper communication both among employees and between employees and guests, especially in situations that involve high contact provision, including reception, coordination of housekeeping, provision of dining services and spa services. Low English proficiency on behalf of guests can result in the employees taking more time to process requests, clarify service provision, or clarify the expectations, and this may slow down normal operations (Jaja Miharja Muktahiri, 2025). Check-out and check-in processes get longer, and the front desk includes queues, as well as more waiting time for other guests. 
The issue of language barriers may also interfere with internal communication, because employees need to rely on the support of multilingual employees, and this aspect not only causes the staff to leave their main responsibilities, but also decreases the productivity of the workforce (Vulchanov, 2022). Such dependence on informal translation may result in bottlenecks, particularly when there is peak working time and the availability of staff is low. 
In housekeeping, communication can lead to redundancy in terms of performing certain tasks, room turn-around costs can be high, and there will be a failure to communicate with guests on special instructions and requests (Tristeza Glomo-Narzoles and Tristeza Glomo-Palermo, 2021). Moreover, employees might overlooking unify communication as a way of preventing misunderstandings, as a way of restricting their efforts of providing detailed information or providing active service, thus suppressing efficiency in terms of anticipating the needs of guests.
With time, the recurrent inefficiency due to language barriers may mount extra strain on the employees, making them tired and less attentive, which translates to other aspects of service speed and quality (Dale-Olsen and Finseraas, 2019). On the managerial side, communication issues associated with inefficiencies may influence scheduling, resource distribution, and monitoring of the quality of services provided. Delays and mistakes can also lead to complaints by guests, and the management would have to react, as well as make more attempts to recover the situation. This not only wastes the precious management time but also interferes with the normal operations (Phu, 2024). In a luxury hotel like Ashford International Hotel and Spa, where the hospitality gains are rated among the key principles, these inefficiencies may deter the functionality of the hospitality to offer the same smooth experiences to the guests.
The language barrier thus not only impacts the processes of individual interaction, but the whole system services; this manifests in the decrease of operational efficiency. Long-term inefficiencies in a competitive hospitality market could affect the occupancy rates, repeat visits and the profitability (Teck and Karuppiah, 2020). This implies that the language barriers have a direct impact on improving efficiency of the services provided by Ashford International Hotel and Spa, since it increases the time used to serve customers, interrupts workflow, and raises operational expenses and also dedicates the capacity of the hotel to deliver high performance levels in all departments consistently and sustainably.
4.1.3 Theme 3: Impact of language barriers on customer experience and satisfaction rate within Ashford International Hotel & Spa. 
The role language barrier plays in influencing the customer experience and the rate of customer satisfaction in Ashford International Hotel and Spa is significant, given that customer care in hospitality services revolves around effective communication (Rao and Sahu, 2021). Direct communication with staff is a key way through which guests create their general impressions, and in case there are language gaps, such communication will end up being tense or incomplete. Lack of understanding between the parties may result in services that fail to meet the expectations, as the guests are unable to articulate their needs or preferences or even their concerns (Boes Naderer, 2022). As an example, the inability to explain room characteristics, meals, spa services, or local sites might decrease the guests' enjoyment of all the facilities the hotel can provide. 
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Figure 4.1: Market Capital of Ashford Hospitality
(Source: Trapping Value, 2025)
This figure indicates the reduction of market capital to 43.89 million GBP which was high previously and this reduction is due to customer dissatisfaction due to language barrier (Trapping Value, 2025). The feeling of comfort and confidence in the service provider might be reduced when the guests are not sure or misjudge the service provider (Huurne et al., 2021). The presence of language barriers may further influence emotional elements of the guest experience because hospitality is based on warmth, reassurance and personalised attention. The staff might not be able to express warmth or compassion beyond a mere functional communication, and do business more impersonally. This is able to decrease perceived service quality, whether or not the technical sides of service delivery have been satisfied (Mao et al., 2020). Communication difficulties in cases of complaints, it may worsen the dissatisfaction level, where the guest might feel that their problem is not addressed with the necessary seriousness and in a satisfactory manner. 
In the long run, the problems that need simple solutions because of a language barrier can become more and more, creating a negative experience in general (Iskakova and Islam, 2020). There can be a lack of chances to make positive contacts by making guests less inclined to interact with the staff, ask questions, or demand extra services. This detachment can also weaken the efforts of upselling or customised suggestions, which will affect the satisfaction of the guests and the revenues of the hotel (Cox and Li, 2019). The online reviews, word of mouth, and frequency of visits are key areas where such barriers can have a serious impact in the context of Ashford International Hotel and Spa, where international travellers are targeted to relax and have top-quality services.
Such effects should be addressed as satisfaction is a significant determinant of competitors returning to the hotel, referring their friends, and becoming emotionally attached to the brand. The experience will be comparatively negative with other competitors that offer multilingual services as long as the language barrier has not been resolved (Buarqoub, 2019). This relative disappointment can undermine the perceived value of money despite having a high quality of facilities and amenities, undermining the long-term customer relationship and brand equity of the various international travel segments and the changing global hospitality expectations across the international travel market environments.
4.1.4 Theme 4: Strategies to address foreign language barrier issues and improve operational efficiencies at hospitality and service industry. 
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Figure 4.2: Important attribute of the customer experience 
(Source: Kapture Cx, 2022)
This are the most important attributes of the customer experience and all this factors needs to be maintained as per strategies within the company, for example fast response time and consistency across channels needs to be maintained effectively. 
The effective analysis for the strategies involves:
“Language and Communication Training Programmes”- The cost-effective approach to countering the challenges of the foreign language barrier in hospitality operations is to provide employee training on structured language and communication strategies (Misyana Susanti Husin, 2023). Conversational training programmes based on basic conversational phrases, vocabulary used in hospitality and cultural communication standards can dramatically contribute to the confidence and accuracy of the staff. This type of training will allow employees to better cope with most of the interactions with the guests and minimise delays and misunderstandings (Salem and Abdien, 2021). The cross-training of employees in languages most common in various departments increases flexibility.
“Use of Multilingual Tools and Resources”- The use of multilingual support facilities and resources is another beneficial technique for the enhancement of communication and operational efficiency (Marija Brkic Bakaric and Pacelat, 2019). Multilingual signage, menu, and informational materials are also clear and easily enable customers to do things on their own without multiple explanations from the staff. Real-time communication can be helped through the use of digital translation applications and tablets in service points when a language barrier occurs (Vázquez and Jesús Torres-del-Rey, 2019). The clarity is also facilitated by the standardised visual aids, icons, and service cards used in interactions. The booking systems and guest applications should also have translation features, which enhance the accuracy of requests made by guests before arrival. 
“Linguistically Diverse Workforce Management”- The hiring and planning of the linguistically varied workforce is a viable decision, which minimises the service inefficiencies due to language. By recruiting workers possessing multilingual skills, hotels are also able to better align the staff skills with the guest population (Yanaprasart, 2021). The strategic scheduling schedule will be used to accommodate multilingual employees at the time when there is maximum incoming of international arrivals. This ensures that there is less reliance on individual translators and that it does not interfere with the workflow. Mentoring to share language with colleagues is a way of developing internal knowledge. Diversity also enhances knowledge of culture, which will facilitate easier interactions (Mouboua, Atobatele and Akintayo, 2024). This is because role division prevents overworking of bilingual workers. Aligned to the guest language requirements, the hospitality organisations can enhance the response time, accuracy of the services, and resilience of operations, besides fostering resiliency and inter-departmental collaboration.
“Standardised Communication and Service Recovery Systems”- Essential communication guidelines and service recovery procedures can be used to deal with the problems of the language barrier. The simplicity in standard operating procedures promotes consistency in delivery with the aid of simple language (Ogbeide et al., 2023). Escalation procedures detect the time when specific help is needed. Feedback will have mechanisms to capture repetitive communication problems. Constant improvement is made possible by analysing guest comments. Service recovery procedures make complaints empathetically taken care of regardless of the language barriers. Decision-making powers over employees would lead to fewer delays. Compliance is reinforced by constant checks by the management (Prasanna, 2022). Moreover, planned communication systems can increase efficiency, reduce conflict, and unreliable service delivery, despite the dedication to linguistic diversity in hospitality. 
[bookmark: _Toc220604374]4.2 Discussion.
The barrier of foreign languages is a highly multidimensional and complicated issue in the hospitality and service business, and especially in an internationally oriented hotel like Ashford International Hotel and Spa (Boes Naderer, 2022). The cross-thematic analysis proves that the communication challenges are not one-off events but structural problems affecting the employees, operation processes, and perceptions of the guests, all at the same time. In terms of employees, the presence of language barriers prevents providing accurate, confident, and compassionate service that elevates emotional labour and employment stress. This works with broad hospitality literature that suggests that communication competence is a service competence and not an adjunct skill (Cox and Li, 2019). In cases where informal translations, gestures, or simplified language are used by the employees, delivery of the services is reactive and not proactive, which makes the service delivery less professional and consistent. 
Further discussion on service efficiency shows that the problem of language barriers has a direct impact on time management, coordination of workflow, and the use of resources. Late cheques in process, mistakes during food service provision and duplication during housekeeping show how small misunderstandings may add up to huge operational expenses (Hanelt et al., 2021). Such inefficiencies challenge the notion that the assumption that premium hospitality environments are inherently capable to provide seamless service is not yet able to show that linguistic diversity needs to be actively regulated. Notably, the results indicate that the problem of inefficiency is not always evident in the commonly used performance indicators, but rather hidden in the routine of daily interactions (Iskakova and Islam, 2020). This poses serious management implications since incomplete communication barriers can silently undermine productivity and employee morale in the long run. 
This further supports the fact that customer satisfaction within hospitality is very relational. Lack of capacity to fully describe services, make prompt response to complaints, as well as customise interactions, compromises the experiential value that guests pursue, especially in spa and leisure settings (Madera, Dawson and Neal, 2021). Frustration with communication is likely to be increased due to online reviews, whereby the international guests tend to make comparisons of the experiences across the destinations. This puts hotels like Ashford International Hotel and Spa in a reputational crisis in case language requirements are not properly met. The strategic dialogue proves that training, technology, workforce diversity, and standardisation are all efficient solutions, but none of them can be effective separately. Language training raises confidence, but it has to be invested in continuously (Marija Brkic Bakaric and Pacelat, 2019). Technological devices make work faster and can make people less human when they are overused. A multilingual workforce is a source of flexibility, although it may lead to dependency and a lack of strategic management.
Unified systems ensure uniformity but have the disadvantage of an inability to respond to complex systems. Thus, the wisdom is that a multidisciplinary approach is required, which brings the alignment of human resource practises, system of operations, and culture of service (Omar and Alqahtani, 2018). In addition to this, dealing with language barriers ought to be a long-term strategic plan and not as an operation stop-gap solution. Linguistic inclusivity can also be in a globalised hospitality market, developed as a competitive advantage instead of a risk mitigation strategy (Rao and Sahu, 2021). It is also important to the study that attitudes of management are essential, as communication difficulty is smoothed out and facilitated during training and definite procedures, employees tend to contribute positively towards international guests. 
[bookmark: _Toc220604375]Chapter 5: Conclusion and Recommendations.
[bookmark: _Toc220604376]5.1 Chapter introduction.
The chapter offers the conclusion and recommendations based on the analysis of the foreign language barrier in Ashford International Hotel and Spa. It analyses the main findings mentioned in the previous chapters and compares them to the research objectives mentioned. The chapter sheds light on the effects of language barriers in employee communication, the effectiveness of their services, and the satisfaction of guests in the hospitality sector. By connecting the empirical findings with every research goal, the chapter illustrates the accomplishment of the study objective. The study also gives guidance on how effective communication, operational efficiency, and service quality improvement can be made practical and future decision-making through guidance on how to make better decisions going forward in an ever-growing international hospitality setting.
[bookmark: _Toc220604377]5.2 Linking with Objectives.
Linking with Objective 1.
The initial research purpose was to identify the possible communication challenges the employees may face when dealing with the customers who speak limited English at Ashford International Hotel & Spa (Williamson and Chen, 2018). The results clearly indicate that language barriers give rise to common misunderstandings during frequent service transactions, such as check-in, dining and managing guest enquiries. The employees are not always able to elucidate policies, services, and facilities correctly, and this results in the increased usage of gestures, simplified language, or the help of more multilingual colleagues (A, 2021). These difficulties make the communication more vague and burden the staff members with extra emotional and mental loads.
Moreover, the discussion demonstrates that a lack of language skills influences the level of confidence and skills of employees to provide bespoke and responsive service (Blue and Harun, 2021). Employees can be fearful of errors or complaints, which encourages defensive communication patterns and less interaction with guests. It thus completely achieves the goal, because the research recognises communication failures as a common problem in service delivery quality, employee morale, and effectiveness in communication (Hanelt et al., 2021). These results affirm that the language barrier has been a major management issue that needs to be organised and addressed strategically.
Linking with Objective 2.
The second goal aimed at examining the effects of language barriers on service efficiency, customer experience, and satisfaction rate in Ashford International Hotel and Spa (Mariani, Borghi and Kazakov, 2019). The result shows that the communication problem has a direct impact on slowing down the service processes and the disturbance of operational workflows at the level of the departments. Housekeeping delays, food and beverage order mistakes, and duplications of the housekeeping services demonstrate how a lack of understanding impacts efficiency and adds to labour requirements (CHALUPA and PETRICEK, 2020). These inefficiencies build up with time, which influences the entire productivity and raises the cost of operations.
Besides this, language barriers are also observed to reduce customer experiences and customer satisfaction through a lack of clarity, emotional bondage, and trust between staff and customers (Smith et al., 2024). Guests can experience doubts, aggravation, and underestimation when they are not able to express needs in every detail or realise the specifics of the service. This may cause dissatisfaction, lack of engagement and negative feedback (Buarqoub, 2019). This goal is thus attained by showing that language barriers are not just communication problems but also will impact the efficiency, service delivery, and customers' perceptions, and eventually the image, competitiveness, and long-term performance of the hotel.
Linking with Objective 3.
The third goal was aimed at proposing solutions to overcome the problem of foreign language barriers to enhance operational efficiencies at the Ashford International Hotel and Spa (Nida and Ardianto, 2025). Some of the identified useful strategies identified in the study include language training programmes, multilingual tools, management of workforce diversity and standardised communication systems. The strategies being discussed are a direct response to the challenges and inefficiencies in communication that were discovered in previous results (Pujiastuti, Mahmud and Herdiansyah, 2022). Language training also raises the confidence of employees, whereas multilingual resources decrease monotonous explanations and service mistakes.
Also, strategic human resources planning and well-defined communication procedures allow delivering services in a consistent way and minimise any reliance on specific staff members (Ciuk, Sliwa and Harzing, 2022). The strategies facilitate efficiency, accuracy of the service and satisfaction of the guests through integration of man, technology and procedural solutions. This goal is achieved through offering industry-relevant and realistic recommendations at the level of operation and service expectations (Alalddin Al-Tarawneh, 2024). In addition, the suggested strategies show the way proactive handling of language barriers may turn what can be viewed as a weakness into a competitive advantage in the international hospitality environment.
[bookmark: _Toc220604378]5.3 Recommendations.
The analysis of the recommendations involves:
“Implement Structured Language Development and Cultural Training”- One of the aspects of employee development that Ashford International Hotel and spa should put in place is the structured language development and cultural awareness training (O’Fallon and Garcia, 2023). The employees can receive the necessary phrases and hospitality-specific words by means of simple foreign language classes devoted to commonly met guest nationalities. The training provided should also focus on the front-facing departments like reception, food and beverage and spa services, where there is the highest intensity of communication (Brion, 2021). Language training should be accompanied by cultural awareness training to enhance the perception of their guests, the communication process, and service etiquette. 
Language training ought to be a continuous process of training rather than an initiative that is implemented once. Teach-back sessions, simulation role plays, and feedback on performance may aid employees in retaining skills in the practical field and implementing them (Numonova Mukharramkhon and Mirboboyevа Pаrizodа, 2024). Participation can also be boosted by the management support and incentives that include recognition or career advancement. The hotel can enhance language and cultural competence in organisational culture by enhancing the consistency of its service, reducing stress stemming from communication, and boosting its reputation as a diversified and guest-oriented international hospitality provider. Due to inclusion of training high cost of 10,000 GBP is required and it is a part of long-term plan. 
“Integrate Multilingual Technology and Support Resources”- Multilingual technological resources and communication tools should be invested in by the hotel to offer help to employees and guests (Kim, 2021). Basic information can be minimised when using multilingual signage, menus, digital directories and informational brochures, which will enhance the efficiency of the service provided to the products and guests (Gabryś-Barker, 2023). Tablets or applications at reception and concierge desks that facilitate the use of translation can help in real-time communication, especially when dealing with a complex or sensitive request. 
Nevertheless, technology must not be used to substitute human interaction. The employees should be instructed on the usage of the digital tools and how to use them, such that the warmth and professionalism of the services are not compromised (Master et al., 2023). Tool accuracy and relevance should also be evaluated regularly in order to make them effective. Thoughtful integration of multilinguals simplifies work, removes redundant explanations, and gives employees an opportunity to concentrate on offering personalised services (Diane, None Fadeke Adeola Atobatele and None Olateju Temitope Akintayo, 2024). It is a moderate way, facilitating the effectiveness of the operations and maintaining the relationship quality that is also the key to the excellence of hospitality. Inclusion of this strategy required 8000 GBP and it is a part of long-term plan. 
“Strengthen Workforce Planning and Communication Systems”- Ashford International Hotel and Spa needs to embark more on workforce planning by hiring and timetabling the availability of multilingual workers according to the guest profile (YOUNDT et al., 2018). By making sure that linguistically diverse personnel are present at the time of the majority of international arrivals, the service delays and the lack of communication can be greatly mitigated. Language skills can be further distributed within the team through mentoring and sharing of knowledge among the employees, as the teams will not have to rely on certain individuals, and this will promote balanced workloads (Sparkman, 2018). The distribution of roles must also be clearly outlined so that the staff of multilinguals is not overstretched with the translation of languages.
Besides this, the hotel must develop protocols of standardised communication and service recovery procedures to regulate language concerns against adversities on a regular basis. Response time and service accuracy can be enhanced by the use of simple language scripts, explicit esteemed procedures and well-engineered systems of handling complaints (Taiwo, 2024). Continuous improvement will be possible because of regular monitoring and feedback analysis. Moreover, reliable service through workforce planning and a systematic communication system improves customer trust and efficiency and meets industry sustainability in terms of service delivery in a more diverse hospitality setting through multilingualism. Inclusion of workforce planning required 12,000 GBP and it is a part of short-term plan. 
[bookmark: _Toc220604379]5.4 Limitations of the study.
There are various limitations of this study that one must take into account when analysing the results. Only one case study of Ashford International Hotel and Spa is used to conduct the study, which reduces the generalisability of the findings to other hospitality organisations that may have different scales, locations, or customer bases (Montgomery, 2023). A major use of qualitative knowledge and secondary information is also relied upon in the study and will be based on subjective understanding and not necessarily on entirely quantifiable results. The time limitation also limited how much data could be collected and the time span of the study of the effects of the language barrier over time. The importance given to English as the service language might also fail to capture issues of other languages as well. Individual perceptions can also affect employee and guest perceptions, which creates possible response bias (Uddin et al., 2022). The constraints imply that the results cannot be generalised across the entire hospitality sector, but instead need to be interpreted within the context of the study. The limitations of the study can be overcome by future research by embracing more extensive comparative research designs.
[bookmark: _Toc220604380]5.5 Future scopes.
This study can be developed in several fruitful ways and contribute to future research on foreign language barriers in hospitality. It would be more advisable to adopt a comparative methodology using several hotels located in various regions or countries to obtain the greatest number of generalisations and communicate the results with different cultures (Brion, 2021). Surveys or performance measures would be added as a quantitative approach to assess the positive correlation between the language barriers, efficiency, and satisfaction levels. The longitudinal studies would give information on the effects of the language training and strategies on multilingual individuals over time. Studies can also be conducted in future to understand how service encounters can be influenced by the use of emerging technologies, including artificial intelligence translation tools (CHALUPA and PETRICEK, 2020). Also, a closer look at the views of guests would be more balanced. Further investigation of various hospitality segments might also enhance the theoretical and practical value addition to the communication management of the entire industry. 
[bookmark: _Toc220604381]5.6 Chapter summary.
In conclusion, the main study findings and a practical recommendation. It showed the effect of the foreign language barrier among employees on employee communication, service delivery and guest satisfaction at Ashford International Hotel and Spa. The chapter established that the study objective was met by the findings as they were correlated with the objectives of the research. Evident suggestions came up on the issue around language training and multilingual resources, workforce planning, and a planned communication system. The weaknesses and suggested directions of further research emphasised the research advantages in the future. 
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