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Scenario
You have been appointed as the Operations Manager of a new international eco-lodge in northern Uganda. The lodge is targeting both Ugandan and international tourists and employs staff from Uganda, Kenya, Rwanda, Europe and Asia. Some reservations and guest-relations functions are also handled remotely.
During the first few months of operation, management identifies several challenges:
· Some international guests complain that staff do not always understand their expectations of service.
· Staff from different cultural backgrounds sometimes interpret the same message differently.
· Some employees believe that certain nationalities are “better” at particular jobs than others.
· Local employees feel that their cultural knowledge is not sufficiently valued.
· Remote reservations staff occasionally misunderstand international guests' requests.
· Staff disagree about appropriate communication styles, decision-making, punctuality and handling of conflict.
· Management is concerned that cultural differences may eventually affect teamwork and guest satisfaction.
Required
1. Using the scenario, identify and explain four cultural issues that the lodge's management needs to understand. In your answer, draw on concepts from:
· the cultural iceberg;
· Hofstede's cultural dimensions;
· Trompenaars' cultural dimensions;
· Hall's high- and low-context communication; and
· globalization and cultural change.
You do not need to use every theory. Select those that best explain the issues you identify.
2. For each of the four issues identified in Question 1, propose a practical management response. Your recommendations should demonstrate how the lodge could use:
· intercultural communication;
· Cultural Intelligence (CQ);
· multicultural team-management principles;
· inclusion and equity; and
· appropriate leadership or team practices.

3. Using the PEEL framework, explain how four of your proposed strategies could improve the guest experience.
4. Imagine that you are the manager of this multicultural lodge. Using the PEEL approach, explain how the four CQ capabilities: Drive, Knowledge, Strategy and Action would help you manage the team.
