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1. Introduction
“Tourism marketers and managers must be aware of the cultural differences between international tourists and local hosts to be able to provide an adequate and satisfying product to tourists” (Experience Expectations of Prospective Volunteer Tourists, 2012)
The cultural factor has long been recognized in the tourism and hospitality industry, it has a great influence in the intercultural environment where tourists and hosts are members of different cultural groups, speak different languages and have different values and perceptions about the world. This understanding of the differences between cultures is necessary for the development of positive relationships between tourists and hosts. These differences lie in cultural values, the rules of behavior and create problems by influencing people from different cultures and social backgrounds in their correct perceptions of each other. Guests ' satisfaction must be a top priority in any hotel, regardless of their size and location.
Cultural awareness is the basic knowledge that every individuality must possess. In hospitality, each manager could assess the positive benefits of understanding cultural diversity and the differences in relations with each person.
“It is through effective managerial communication practices that ideas generated by applied hospitality research are translated into best practices.” (J. Brownell, 2003)

2. Guest Service
“Employee engagement occurs when the goals of the business are aligned with the employee’s goals and day-to-day work. The glue that holds the strategic objectives of the employee and the business together is frequent, effective communication that reaches and informs the employee at the level and practice of their job.” (Heathfield, 2019)
The hospitality industry is growing rapidly globally and becoming one of the largest industries in the world. This industry offers the best business and employment opportunities, prompting today's hotel managers to understand the importance of intercultural concepts and communication skills so that they can work in a diverse working environment.
Understanding different cultures as a whole has some benefits, improving the relations between staff at work and overcoming discrimination, and when the staff is happy and working in harmony it is able to give the best of itself in serving guests.
“Therefore, if you don’t fully understand certain attitudes and behaviours of customers or employees from other countries, it may help to conduct some research to improve your knowledge about the history and current affairs of the country. By learning about other cultures, you are more likely to develop cultural sensitivity, or an ability to understand different perspectives and care about another person’s culture.” (Iguchi, 2017)
Therefore, hotel managers must have the ability to communicate effectively with people from different cultures, as they are responsible for ensuring that communication between colleagues, staff and clients is clear, coherent and does not have intercultural misunderstandings.
Problems in intercultural communication can arise from improper cultural assumption, ethnocentrism, discrimination of other cultures, prejudiced and misinterpretation of behavior.
Our way of communicative behavior is influenced to a great extent by the culture in which we grew up and brought up. Cultural differences can lead to communication problems, unpredictability, distrust, stress, low team unity and possibly poor results.
“It is suggested that successful diversity management will lead to improved creativity, innovation, problem solving and decision making.” (Iguchi, 2016)
Cross-cultural teams can actually give positive results, the combination of different perspectives, views and opinions can lead to proper decision-making while team members develop new skills.


3. Cultural differences
“The basic concept of managing diversity accepts that the workforce consistsof a diverse population of people. The diversity consists of visible and nonvisible differences which will include sex, age, back-ground, race, disability,personality and workstyle. It is founded on the premise that harnessing these,differences will create a productive environment in which everybody feels valued, where their talents are being fully utilised and in which organisationalgoals are met” (Kandola and Fullerton, 1994).
"Our ability to attract a variety of customers and reflect local cultures in our hotels will accelerate our future success and global growth" this statement by the President and CEO of “ Marriott  International”  Arne Sorenson could be a leading factor in the growing cultural scale of each hotel and its management team.
Being culturally aware is important to the experience of their guests and it will affect whether they will visit this country and the respective hotel again.
The constantly changing world means a constant change of travel patterns and the hospitality industry needs to adapt or face the risk of failing to satisfy the needs of the modern traveler.
The new markets for the journey open and this completely changes the look and feel of travel around the world.
The dominant mass of travelers who have so far been mainly from UK, America and Western Europe has been displaced by the ever increasing flow of countries from the Middle East, India and China. The successful servicing of these new travelers depends on a number of factors, one of which is the cultural feeling.
The hospitality industry is developing from countries in Western Europe and America and the way this industry has been doing in the past is based on cultures and behaviours from these countries. As a result of the entry of new travelers who will host, also requires new approaches in development, not only to be more hospitable, this is necessary for the future success of the hotel business.
 “However, this team effectiveness depends on various other factors such as nature of the task, ability of team members, personality of team members, or urgency of the task.” (Iguchi, 2016)
 Taking into account all these factors, the manuals of many hotels provide their staff with curricula that focus on cultural awareness and competence, language skills, as well as information about the economic and historical origin of a country, along with societal and cultural norms and practices.
Practicing learning is also an essential part of a team's relationship as well as working with foreign clients. In some countries, a respectful address is a particularly important and essential part of the conversation.
Here I would like to present a successful practice again to the Marriott Hotel, which shows that learning of the peculiarity of a particular culture manages to give successful results. The employees use the symbolism associated with certain numbers and colours, which for their guests from China are especially important and accommodated them on an appropriate floor and put a certain number of flowers in their rooms, thus they show that , respect and understand their culture and traditions.
The workforce is changing rapidly, people from many countries are represented in the workforce around the world. Getting to know a culture and the corresponding cultural manners will certainly open more doors in the hotel business.


4. Do’s and Doesn’t
“Cultural awareness is a basic knowledge that each individuality must has. In hotel industry, there are positive advantages that could be reached if a manager could appreciate a cultural, value, attitude differences of each person.” (Oktadiana, 2011)
Continuing globalisation has increasingly led to the cultural diversity of the hospitality workforce.
The world hotel chains have hotels on all points of the globe, as a result they have many cultures that work together and communicate during their daily chores. Cooperation and communication are essential in the business of the hotel, customers are served by many employees, who in turn are assisted by other employees.If the cooperation between the departments fails due to cultural differences and misunderstandings in communication, this means that it is not able to function effectively which leads to dissatisfaction of the guests and even to their decision to leave.Given the growing number and intensity of intercultural interactions, well-developed intercultural competence is very important for the functioning of people from different cultures effectively. It means the ability to see and understand the differences between own and other cultures, accepting them and reacting to both-conversation and behavior respectively.
Culturally competent personalities must possess a mix of attitudes, knowledge and skills that help them to establish good relationships and communicate effectively with representatives of different cultures.
More and more hotels rely heavily on their employees to satisfy the needs of their customers and thanks to their special talents and abilities they provide high quality of service. Employees have a key role to play in increasing competition where hospitality services are provided by people to people. The method of making the guests directly informs them how important they are for the organization.
Hospitality industry has always been perceived as an industry of different cultures where effective communication is essential for the successful functioning of multicultural relationships.Working with people is one of the biggest challenges facing the hospitality industry. Improper communication can greatly affect the performance of the business, including the loss of prestige, reliability and ultimately lead to financial losses and other business problems.Culture and communication are highly interrelated, the main obstacles to the effectiveness of communication can be shared by cultural and linguistic differences. Therefore, hospitality management teams should undertake to integrate different cultures and to synchronize the specific needs, values and values of their subordinates in order to achieve high organisational efficiency.
Diversity is an opportunity for employees to get to know new cultures, show employees that they appreciate their differences, respecting their religious holidays and different cultures. Listen to their stories, ask them questions, thus expanding their knowledge of their heritage and where they are from. By creating rules of ethical behaviour at work, you can provide clarity on how employees of different backgrounds need to interact with each other.
“For international companies to have a competitive edge it is important for them to ensure the success of their expatriates working in a foreign country. Since culture plays such a powerful role in behaviour.” (Moran, 2000)
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