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[bookmark: _Toc39006939]Executive summary
This report has been developed based on ‘Cultural Awareness’ focusing on different issues of the Imperial Hotel. At the very beginning of this report, an Aide Memorie has been developed for the staff of the organisation. A list of 5 countries & their culture, customs, and behaviour have also been assessed in the following part. This report has been ended discussing on Do’s & Don’ts of the staffs which will provide effective knowledge to the readers.   
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[bookmark: _Toc39006940]Introduction
With economic development, technological advancement, and globalisation the dramatic expansion of the hospitality business has recorded in recent years. Focusing on the cultural diversity and current issues of hospitality industries this report has been developing on the topic of ‘Cultural Awareness’ in the context of the Imperial Hotel, London. Although the Imperial Hotel continuously operating competitive hospitality services with 500 rooms and 450 staffs with €52426 million it is facing poor guest satisfaction (Honey and Gilpin, 2018). Different issues have been discussed in this report on hospitality industries which will provide a brief idea to the academicians.   




[bookmark: _Toc39006941]Producing Aide Memorie for the for the Imperial hotel staff to help manage guest service experience for the international visitor.
An Aide Memorie indicates a summary of documents that have been developed by discussing with key stakeholders. The Aide Memory may seem small but contains a lot of information regarding the guest services. An Aide Memorie is producing below in the context of Imperial Hotel of London for the international visitor;
	Findings
	Recommendation

	· Strategies on aide memories in hotel industries which indicates different strategies regarding international visitor management (Hottola, 2019). The staff of the Imperial Hotel effectively follow the strategies of aide memory for serving international visitors which includes; cross-culture, language, behaviour, attitudes, etc.
· For ensuring effective hospitality services, front-line managers of the Hotel need to keep registering visitors' names, phone numbers, room numbers, and necessary details before giving him accommodation (Prideaux, et, al., 2018). The registration process enables them to verify the visitors accordingly and serve effectively.
· With the assistance of the employees, executives assess the needs of the visitors by proper interaction/ communication with the visitors & seek what the visitors prefer.
· Managers of Hotel monitor the visitors for assessing their preferences to keep them motivated & report the monitoring activities for efficient management.
· The staff of the Imperial Hotel effectively analyse the culture & food habits of the visitors and assess food modification in their organisation. 
· For the betterment of the hotel & enhancement of the visitor’s satisfaction, the staff of the hospitality industry can develop environmental traits in their organisation by modern amenities.  
· Based on the situational analysis, the executives of the hospitality industry need to apply effective management processes in their hotel to fulfil the demand of international visitors.
· For effective services regarding international visitors and business competitiveness, hotels need to assess HR activities due to the training of the employees (Wong, 2019).  
· All the logistics required for the hospitality industry need to be arranged by the effective supply chain in the hospitality industry. Efficient logistics support of the hospitality industry will facilitate the authority to meet their demand and service preferences.     
	· Based on the PERO analysis of Aide Memorie the hospitality industries should apply all the strategies effectively for satisfying the international visitors. All the departments of the organisation, officials, and logistics should be properly applied for predetermined output (Petrovic and Petrovic, 2018). However, the hospitality industry should conduct an effective analysis of the competitive organisation and micro-macro environmental traits for better customer service. 
· Based on the vision, mission, and goal analysis & PERO analysis of the hospitality industry current situation of the hospitality industry should be effectively measured and take possible steps if required to satisfy the international visitors (Perry, 2018).  



These are the aide memorie for the imperial hotel which will assist the authority to manage the 500 rooms, 4 restaurants with 3 bar facilities of serving 1000 visitors at a time. A collaboration of the 6 departments and the outside contractors will enable them to accelerate their organisational services and satisfy international visitors (Galloway, 2019). The accomplishment of both the findings and the recommendation activities of the table above will enable the imperial hotel to satisfy the international visitors and conduct hospitality business competitively in the UK hospitality sector. 
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Due to technological advancement and economic development, tourism industries have become one of the most popular sectors in business. Almost 63% of the world GDP consists of the service sector from which tourism is significantly vital. Authorities of the hospitality industry need to be aware of the culture, customs, and behaviour of the selected nations (Tria and Valotti, 2018). A list of leading countries is identified below based on their people’s culture, customs, and behaviour; 
	Countries
	Country description
	Culture
	Customs
	Behaviour

	





America
	America is the leading country consisting 372.2 million people and 20.54 trillion USD GDP which influence on hospitality industry greatly
	The culture of America is originated western where people communicate with different languages having all types of religion & the population of America are freedom lover (Hughes, 2019). 
	Most of the Americans love riding, driving alone, eating fast-food, hard work, service tipping which is being continued maintaining strong tradition.  
	Self-dependent, diversified objective, gender-equality in workplace & unity are the basic behaviour of the American citizen. 

	





Canada
	Canada consists of 37.06 million population with 1.713 trillion GDP. 
	250 origins have been founded in Canada from which 41.1% belong to a single origin. Punctuality, respect, multicultural, informality, community development is the culture of Canada. 
	Funeral of graduation, marriage, rituals, and religious aspects are the Canadian customs (JunHa Kang, 2018). 
	Empathy, humility, sensitivity, friendliness, and respect for privacy are the basic behaviour of Canadian people. 

	


Germany
	The European country Germany 3.948 trillion with 16th GDP & 61.9% population & 1.5% growth. 
	Architecture, attractive design, sports, games, cuisine, and occasions are the basic cultures of Germany.
	Christmas, legal drinking, hanging in leisure, time-spending is the traditional culture of Germany.  
	Punctuality, privacy, industries, sense of community, hardworking are the behaviour of the German people. 

	



Russia
	Russia has the 61st economy of 1.685 trillion GDP with 1.4% of annual growth of 144 million people 
	Philosophy, art, architecture, music, dance, religious, historical attraction are the culture of Russian people. 
	Pagan holiday celebration, Christmas, drinking vodka or beer, and programs relating to the cold climate are the customs of Russia.  
	Community, unity, friendly, energetic, survival, sensitivity, humanity, self-directed is the behaviour of the Russian people (Tochilina, 2019).  

	




China
	China holds the most emerging GRP of 13.61 trillion with a 6.6% growth (Hottola, 2019). Currently, China has 1.42 billion the most population among all countries. 
	China follows multicultural aspects including; politics, philosophy, Buddhism, Confucianism, Kung fu, etc. in their nation among different origins. 
	Confucianism, Taoism, Muslimism, Hinduism, Christianism, paperwork are the basic customs of the Chinese people. 
	Chinese are mostly conservative, conversation politely, proper interaction between parties is the behaviour of the Chinese people. 


These are the culture, customs, and behaviour of selected five countries which is significantly different from one another. The American and Canadian people are more liberal than other countries, on the contrary, the Chinese people are conservative. Russian and German populations are culturally stable and developed in individual behaviour. All the selected countries are growing in terms of economic conditions and hotel industries (Wong, 2019). Hospitality organisations need to analyse the culture, behaviour, and customs of these countries which will enable them to serve their customers based on their preferences.   
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In the service sector (hotel) business human capital (staff) plays a vital role in satisfying customers and achieve organisations predetermined objectives. A code of conduct of activities is given in Hotels in interacting with the customers. Currently, the Imperial Hotel of London is facing poor guest satisfaction due to ineffective customer services (Gilleskie and Hoffman, 2019). What to do & what not to do in the hospitality industry is assessing below in the context of Imperial Hotel of London;
	Do’s
	Don’ts

	Staffs of the Imperial hotel Deliver more, promise less which indicates doing more than employees’ expectations which will motivate them and intensify their engagement towards the hotel (Tropp and Beuthner, 2018).
	The staff of the Imperial hotel should not ignore the staff in violating promises in serving visitors. Not keeping promises is recorded as one of the major issues for customer dissatisfaction in hospitality industries. 

	Both the front-line staff and other staff of the Imperial Hotel should listen to the customers properly and understand their preferences.
	The staff of the imperial hotel need not execute poor service regarding customer services as it degrades organisations value towards the customers. 

	The staff of the Imperial Hotel should conduct business operations through advanced technology and offer customers e-tourism operations through website, e-hospitality & online payment system.
	The staffs of the Imperial Hotel should not behave roughly and show inappropriate manner to their customers because it embarrasses the customers and loose organisations reputation.  

	To know the customers and measure their preferences the staff of the Imperial hotel need to be present in Social sites including; Facebook, Instagram, Twitter, LinkedIn, etc. which will let them know their customers' demand and market trend. 
	The staff should not avoid the visitors rather listen to their demands. Avoiding customers influence organisations negatively which results in a smaller number of visitors in the organisation. 






	Researchers stated that 45% of the customers prefer personalised services & get hospitality updates in their cell-phone which motivates them and intensifies attractiveness. 
	Authority and the staffs sometimes hide some issues regarding customer service which demotivates the visitors when they come to know (Pepper, 2019). So, the staff doesn’t need to hide anything in terms of customers served. 

	The staffs of the imperial hotels need to interact with their customers effectively & maintain a positive relationship with their customers through effective organisational behaviour which will make the customer feel special. 
	Low-quality products or services make visitors demotivates, so the staff doesn’t need to provide low quality food and services to the customers. 

	Staffs of the Imperial Hotel need to take regular feedback on their services to evaluate their services and modify them for better performance (Izquierdo, 2018).  
	Inaccessibility to the organisation profile and relative data also demotivate the visitors so the staffs of the Imperial Hotel should carefully handle the e-tourism elements.


  
These are the Do’s and Don’ts of the staff for providing services in modern hospitality organisations. Proper maintenance of these issues above will assist hospitality organisations like Imperial Hotel to conduct hospitality services effectively.  


[bookmark: _Toc39006944]Conclusion
This is the conclusion of this report which has been developed in the context of ‘Cultural Awareness’ in the context of the Imperial Hotel, London. Modern organisations like the Imperial Hotel facing different issues regarding customer satisfaction in their organisation regarding the skill of the staff. The hotel authority of the Imperial Hotel needs to follow the Aide Memorie effectively in assessing their organisational services. Culture, behaviour, and customs should be analysed based on the country and people of a particular country. Every pros and con of Do’s & Don’ts should be effectively followed in the hospitality industries to ensure effective customer services. Almost 63% of the world GDP consists of the service sector from which tourism is significantly vital. Authorities of the hospitality industry need to be aware of the culture, customs, and behaviour of the selected nations.
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