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[bookmark: _Toc128340078]Executive summary
Cultural awareness is a vital aspect for staff in international hotels to effectively manage and provide a satisfactory guest experience for visitors from diverse cultural backgrounds. Staff must be trained to understand the norms, customs, and expectations of diverse cultures, including communication styles, food preferences, and religious practices. This report provides a critical evaluation of the importance of cultural intelligence and sensitivity for hotel personnel, using relevant cultural theories and models. It focuses on the implications for guest services for visitors from a specific international country, considering how hotel departments and functions may need to adapt their service delivery to accommodate their cultural norms and requirements.
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Introductions
Cultural awareness is crucial for staff in international hotels as it enables staff to provide personalized services that cater to the needs and preferences of guests from diverse cultures. This creates a positive and memorable guest experience, which can lead to increased guest loyalty and positive word-of-mouth marketing. Cultural awareness is defined as "the conscious, self-aware understanding of one's own cultural beliefs, values, and practices, as well as those of other cultures, and the ability to recognize and navigate cultural differences with sensitivity and respect" (Gudykunst & Kim, 2017). Cultural awareness training can also help staff avoid misunderstandings or conflicts that may arise from cultural differences. By developing a culture of sensitivity and understanding, international hotels can enhance the guest experience, build guest loyalty, and establish a positive reputation in the industry. This report will discuss the importance of cultural awareness of hotel staff, effects of hotel guest services on visitors in UK and Do's and Don'ts in Hotel.
[bookmark: _Toc128340080]Importance of cultural awareness of hotel staff
Cultural awareness is a critical component of effective communication and service provision in the hospitality industry, particularly in international hotels where guests may come from diverse cultural backgrounds. The ability of hotel staff to understand and navigate cultural differences can have a significant impact on guest satisfaction, loyalty, and overall experience.
One study conducted by Arasaratnam (2014) found that developing cultural awareness in hospitality employees led to improved communication, customer service, and guest satisfaction. Staff who were more aware of cultural differences were better equipped to anticipate and respond to guests' needs and preferences, resulting in more positive guest experiences.
Another study by Teng and Lu (2016) found that cultural intelligence, which includes cultural awareness, was positively related to expatriate adjustment and performance in the hospitality industry. This highlights the importance of cultural awareness not only for guest satisfaction but also for the success of the hotel and its employees.
[bookmark: _Int_dkMSzVzr]Moreover, cultural awareness can help hotels avoid misunderstandings and conflicts that may arise from cultural differences. When staff are trained to understand and respect different cultural practices and beliefs, they are less likely to offend or disrespect guests, leading to a more welcoming and comfortable environment.
Cultural awareness is a crucial component of effective service provision and guest satisfaction in international hotels. By promoting cultural awareness training, hotels can enhance the guest experience, improve employee performance and satisfaction, and establish a positive reputation in the hospitality industry.
[bookmark: _Toc128340081]Effects of hotel guest services on visitors in UK
Hotel guest services have a significant impact on the experience of visitors in the UK, as they can influence guest satisfaction and loyalty. The quality and effectiveness of hotel guest services can be measured through various metrics, including overall satisfaction, intention to revisit, and recommendation to others.
A study conducted by Kim, Lee, and Kandampully (2013) examined the effect of service quality on customer satisfaction and loyalty in the UK hotel industry. The results showed that service quality was a significant predictor of customer satisfaction and loyalty, with the quality of the front office, housekeeping, and food and beverage departments having the most significant impact.
Another study by Eichhorn and Jauhari (2016) investigated the impact of personalization on hotel guest satisfaction and loyalty. The findings revealed that personalized services, such as customized welcome messages, in-room amenities, and tailored recommendations, had a positive effect on guest satisfaction and loyalty.
Moreover, a study by Choi and Chu (2000) identified that the quality-of-service recovery, or the ability of the hotel staff to address and resolve guest complaints and issues, had a significant impact on guest satisfaction and loyalty.
In conclusion, hotel guest services have a significant impact on the experience of visitors in the UK. By providing high-quality services and personalization, and effectively addressing guest complaints, hotels can enhance guest satisfaction and loyalty, leading to increased revenue and positive word-of-mouth marketing.
[bookmark: _Toc128340082]Do's and Don'ts in Hotel
	DO's
	Don'ts

	· Greet guests with a smile and a warm welcome.
· Listen carefully to guests' requests and needs.
· Use the guest's name whenever possible.
· Provide clear and accurate information about the hotel and its amenities.
· Always keep the guest's privacy and security in mind.
· Respond promptly to guest inquiries and complaints.
· Provide extra amenities and services, when possible, to exceed guests' expectations.
· Show genuine interest in the guests and their needs.
· Always keep the hotel clean and tidy.
· Help with luggage and transportation arrangements

	· ignore guests or their requests.
· Use inappropriate language or behavior with guests.
· Discuss guests or their information with unauthorized personnel.
· Be rude or dismissive towards guests.
· Provide inaccurate or misleading information.
· Leave the guest waiting for a long time.
· Charge hidden fees or overcharge guests.
· Show a lack of interest in guests' needs.
· Allow the hotel to become dirty or disorganized.
· Refuse to help guests with reasonable requests.



By following these Do's and Don'ts, hotel staff can create a positive guest experience, build guest loyalty, and promote a positive reputation for the hotel.
[bookmark: _Toc128340083]Recommendations
Hotels should prioritize cultural awareness and sensitivity training for their staff. This training should focus on educating staff about diverse cultural differences, customs, and behaviors, as well as the specific needs and requirements of guests from different countries. By providing this training, staff can communicate more effectively with guests, anticipate their needs, and provide personalized service that exceeds expectations. Hotels should also establish clear guidelines, such as the Do's and Don'ts listed in the table, for their staff to follow. These guidelines can help to ensure that staff consistently provide quality service and create a welcoming environment for all guests.
[bookmark: _Toc128340084]Conclusion
I have learned that cultural awareness and sensitivity are essential for hotel staff to provide a positive guest experience. Understanding cultural differences, customs, and behaviors can help hotel staff to communicate effectively with guests and accommodate their needs. It is also important to adapt to guests' specific cultural norms and requirements, such as dietary restrictions or religious practices. Providing cultural awareness training to employees is crucial to ensure that they are equipped to handle diverse guests and provide quality service. By following the Do's and Don'ts, hotel staff can create a welcoming and inclusive environment for guests and build guest loyalty.
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