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Project Aim:
To evaluate how cultural diversity influences team dynamics and guest experience. 
Project Objectives
1. To determine how cultural diversity can affect communication and team collaborations. It involves comprehending the difference between cultural values, norms, and ethics that influence employees' performance in the dynamic workplace. 
2. To determine how guest experience is tailored by cultural diversity. It involves establishing how guest expectations can be attained through culturally informed services in a dynamic environment. 
3. To determine measures to regulate cultural diversity in the housekeeping department to proliferate productivity and influence customer satisfaction. Involves strategies and procedures to resolve conflicts and policies to accommodate and balance employees' capabilities from multicultural backgrounds.  

Rationale
The continuous expansion of the tourism and hospitality sector has influenced meet-ups of customers and employees from across the world to various destinations. Due to cultural variability, there is a need to understand the multicultural aspect of the housekeeping sector. With the increasing cultural diversity among staff and guests, understanding how to effectively manage and harness this diversity is pivotal for improving service delivery and operational success. The research topic sets a foundation that influences the coverage of multicultural backgrounds. This research is driven by a keen interest in operational management, workplace diversity, and enhancing guest experiences through culturally responsive service practices.
HOW Will You Do It? (Research Methods)
I will utilise a mixed methods approach that comprises quantitative and qualitative. This will enable me to obtain a comprehensive report of qualitative experiences and quantitative outcomes. This involves structured interviews and focus groups. Quantitative approaches include observation, surveys, and questionnaires to collect enough data.
WHOM Will You Question?
My data collection approach will include employees, guests, and managers in the housekeeping department at Novotel Hotel, not limited to numbers. 
WHAT Resources Will You Need?
Logistic resources such as meeting space for interviews and focus groups.
Technical resources such as recording equipment, data analysis software, data storage, and backup equipment.
Miscellaneous Resources such as ethics approval forms, survey and questionnaire printed materials, consent forms, and note-taking stationery. 

WHEN? 
I am committed to submitting my report before the end of March.
IDEAS 
My strengths and interests
1. I have a solid interest in learning new cultures.
2. Providing quality customer services within the hospitality peripherals. 
3. Interest in hospitality technology that fosters creativity and innovation.
4. Interest in gaining comprehensive knowledge on the link between cultural diversity, customer services, and the entire hospitality sector worldwide.
Previous modules
Foreign Languages and Cultural Awareness (Level 5)
Hospitality and Guest Services (Level 4)
Front Office Administration (Level 4)
Past studies/projects
Introduction to Chinese Language and Culture (Level 5)
Cultural Awareness Handbook – Swedish hospitality for Japanese guests
Literature
Cultural Diversity and Team Performance in the Hospitality Industry - A comprehensive analysis of how cultural diversity within teams impacts their functionality and the quality of service in the hospitality context.
Improving Hotel Housekeeping Performance through Cultural Competence Training - This study explores the benefits of cultural competence training for housekeeping staff in improving guest satisfaction and operational efficiency.
Diversity Management Challenges in the Hospitality Industry: The Case of Housekeeping Departments - An in-depth look at the challenges housekeeping departments face due to cultural diversity and proposed solutions.

Media/news – Current industrial trends
· Diversity and inclusion
· Labour shortages and working condition
· Environmental sustainability measures (CSR)
· Integration of advancing technology into operations
· Consumer expectations and experiences. 

Needs Academic Roots (Theory)
1. Cultural diversity and inclusion in the Housekeeping department
2. Existing literature theories – Cultural adaptation theories, cross-cultural theories, theory of intersectionality, and diversity management theory.
3. Area of concern – Cultural diversity, sensitivity, and inclusion are the prevailing concerns the hotel needs assistance with. The following approaches are practical: 
· Diversity pieces of training
· Cultural sensitivity workshops
· Development, celebration, and participation in cultural events.
· Creating cross-cultural team-building sessions.
· Establishing procedures and policies that include cultural values.  
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Benefits
1. Improved Team Cohesion and Communication: By addressing the challenges and opportunities of cultural diversity, the research aims to enhance team cohesion and effective communication among housekeeping staff, leading to more efficient operations.
2. Enhanced Guest Satisfaction: By understanding the nuances of culturally diverse service provision, the gained knowledge can significantly help tailor housekeeping services to diverse guests' preferences, thereby improving guest satisfaction.
3. Operational Excellence: Through identifying and implementing best practices in managing cultural diversity, the project seeks to promote operational excellence in the housekeeping department, ensuring high standards of cleanliness and hospitality are consistently met.








