







GUEST EXPERIENCE REPORT


Executive Summary
This report has discussed the way guest experience or customer experience matters in a hospitality sector. In this regard it analysed different theories and models that has helped the report to understand the way cultural differences impacts the guest experience. Along with that it also has discussed the importance of cultural sensitivity in the operating industry. Furthermore, it has analysed the do’s and don’ts that cab be adopted and avoided according to the requirement. 
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[bookmark: _Toc106806263]1.0 Introduction 
Customer experience plays a key role in the success of hotel businesses as the guests have the power to decide the fate of the hotel in terms of ratings and reviews which the hotels highly rely on. The demand of customers only grows for those hotels that account for a positive guest experience that is not only restricted to a specific group of people. With the rise of international travel across the globe it has become quintessential for the hotels to tweak their services as per the requirements of clients that depend on their culture, ethnicity, and many other such factors (hospitalitynet, 2018). For this report, the guest experience requirements in the Premier inn based in UK will be analyzed.   
[bookmark: _Toc106806264]2.0 Theory 
The different cross-cultural theories have been presented below:
· Hofstede dimension theory
Researcher Hofstede stated that the cultural differences can be interpreted in the form of different dimensions that can effectively categorize the different cultural values seen in the people. Five dimensions were identified by the author after conducting a mass analysis using different groups across several countries (hofstede-insights, 2022). These dimensions were “power distance index”, “individualism”, “masculinity”, “uncertainty avoidance index” and “long term orientation”.
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Figure 1: Cultural elements
(Source: hofstede-insights, 2022)
· Hall’s cultural dimension theory
The cultural dimension theory proposed by Hall was a little different from Hofstede's as it consists of only 3 dimensions. The philanthropist Hall conducted an ethnographic form of research on several countries, however, the research work mainly focused on the difference in a culture based on communication as well as on the work level (Chan et al., 2021). The 3 dimensions proposed by Hall to define cultural differences are the “context”, “space'' and “time”.
· Trompenaars theory of culture
The researcher Trompenaars developed a model of its own by conducting research on the managers of particular institutions which consisted of 7 different dimensions that could help relate the cultural differences observed. It was proposed by the author that cultural differences allow them to select different solutions to the same problem. The model was furthermore expanded by the author to constitute a "finite game" and "infinite game" for the people. 
[bookmark: _Toc106806265]3.0 Importance of cultural intelligence and sensitivity 
The importance of cultural intelligence and sensitivity for the hotel personnel working in the premier inn is very high as the premier inn ranks top among the several hotel chain businesses spread across the UK. Hotels present under premier inn such as the Angel Islington hotel which is a 3-star hotel that hosts international tourists all across the world traveling to the UK. Cultural intelligence is a skill that allows the hotel personnel to identify the people who are culturally different from the customs in the UK and thereby require special care (point franchise, 2021). This natural ability will be useful for the hotel personnel in order to categorize their guests as per their ethnicity and provide them with the needed service a person from that culture would need. By using cultural intelligence the premier inn personnel can easily make the foreign guests happy by knowing their personal tastes and preferences that are common in their culture but is otherwise hard to be known by the outsiders. 
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Figure 2: Premier inn hotel chain
(Source: Point franchise, 2021)
Cultural sensitivity plays a similar role in this aspect for the staff working in the premier inn hotel as it would make them more cautious towards the different cultures and backgrounds of the people that commonly visit their hotel and be reasonable with them so as to not hurt their beliefs.  
[bookmark: _Toc106806266]4.0 Functionality of hotel departments 
The functionalities of the 4 major hotel departments in terms of managing guest experience for the international travelers have been outlined as follows: 
The front office department can try to address the foreign people with patience as they would face difficulty conversing in the English language and will have to work with them to understand what they are implying or enquiring. 
The foods and beverages department should be considerate in their particular offerings of food products as well as their way of offering to them such that they are not hurt by their behavior or any particular food that does not agree with their customs (premier inn, 2022). 
The food production department should try to flavor the meals and cook them in a manner as per the customs of the guests such that they are happy with the service being handed to them by the personnel. 
The housekeeping service department should tidy the rooms of the foreign tourist and address them in a manner such that they are not offended by their behavior as in their country it might be different for them to communicate with the staff
[bookmark: _Toc106806267]5.0 Dos and Don’ts 
The do's and don't list for the staff is the prerequisite for the personnel working in the premier inn and they should strictly follow it in order for top-level guest experience for the international tourist visiting the UK. The list is provided as follows:
	Do’s
	Don'ts

	· Be more polite
· Be patient 
· Try to communicate in their language
· Anticipate the requirements of the foreign tourist (Stankov et al., 2019)
	· Make fun of their behavior
· Mock them 
· Laugh at them
· Address them inappropriately


Table: List of do’s and don’ts
(Source: Self-created)
[bookmark: _Toc106806268]6.0 Conclusion 
The necessary report on the importance of guest experience and their handling by the hotels for international guests was covered as per the requirements. The different cross-cultural theories were discussed for realizing different cultures. The need for cultural intelligence and sensitivity in the premier inn was related to the instance. Functionalities of various departments of the premier inn in order for better servicing of international guests were stated and the list of things to be followed for the staff of the premier inn was made for an overall great guest experience for international travelers staying in the premier inn in the UK.
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