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Abstract
In the following case study, a cross-referential analysis is provided taking two counties under consideration that are Indonesia and Britain. A brief explanation has been provided along with the significant comparison that outlooks the basic difference between the cultures. As a British citizen what should be the key responsibilities of a Hotel staff engaged in Marriot International serving an individual from Indonesia is provided. With conclusive analysis and justification brief recommendation for the staff is also provided.
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[bookmark: _Toc127640949]Introduction 
Every hospitality management that is responsible for acquiring customers at a global level needs to maintain certain standards which are essential for handling diversity in the workplace. In this scenario, how the customers from Indonesia should be serviced by a globally recognized hospitality company Marriot International based in the UK, is discussed. The standards that should be acquired by the hotel staff are to be analysed according to the customer's needs, so that complete satisfaction is provided.
[bookmark: _Toc127640675][bookmark: _Toc127640950]Overview of the company 
Marriott is a globally recognised hotel and restaurant brand. It is currently active in over 139 countries and territories with 30 recognised brands and over 8000 properties across its places of operations.
[bookmark: _Toc127640676][bookmark: _Toc127640951]Critical evaluation of cultural intelligence and sensitivity as essential for hotel personnel 
Cross-cultural theories and models
Power Distance
Power distance is a dimension that deals with the inter-society culture of different organizations. It depends on the factors like relationships according to the hierarchy which can be significantly different according to geographical diversification. An organization where all the employees are equally allowed to interact with the higher authorities without any presence of middle management is supposed to have less power distance than any organization which has the presence of middle management. In contrast between Indonesia and UK, the UK has a very low power distance of 35 in comparison to Indonesia with 78. Therefore when a Marriott hotel and its respective staff is entertaining customers from Indonesia should be aware of this fact and acquire relevant measurement during the process. For example, when a considered premium customer is going to stay at the hotel and use its services a representative from the managerial level should be present. In other techniques, one who has the authority to interact with a high level of interaction skills and staff knowledge should be responsible for handling such customers (Lam et al., 2020, p. 100)
Individualism
Individualism is an aspect which can be described as the mentality of belief for individuals with respect to the society of their habitat. This measurement describes the ways how someone should address people when there is a requirement. In a country like Indonesia, people are very much dependent on their surroundings when it comes to representation, therefore their individualism score comes very low at 14. In comparison to Indonesia, the UK has a significantly high rate of individualism of 89 making them a country with one of the highest rates of individualism. In this scenario of diversity when an individual from Indonesia addressed by a representative from Marriot Hotel should keep in mind that whenever a suggestion is being addressed towards them should be considered with respect to their culture and social belief along with the chance of acceptance from their group.
[bookmark: _yho5cwpb071u][image: ]
Figure 1: Country comparison
Source: (www.hofstede-insights.com, 2022)
[bookmark: _g2jzd3har1aw]Masculinity
Masculinity is a dimension that provides the level of need for success for individuals in their respective fields. A society like the UK is very success-driven and objective therefore they belong form a Masculine side with a high masculinity level of 66. Whereas Indonesia remains at a low masculinity level with 46, where overall happiness is considered more important than individual happiness. In this scenario, the hotel staff of Marriot that is entertaining customers from Indonesia should keep in mind providing the best possible services with respect to technology, food and accommodation. Acute attention should be provided to each and every member of the group so that overall satisfaction is achieved. 
Uncertainty avoidance
In this aspect, attention to communication can be deduced for an interdimensional structure. Indonesia is a country that has a higher rate that is 48, with respect to the UK, which has 35. In this scenario, Indonesian people have a higher rate of uncertainty avoidance therefore they prefer a higher importance on attention to detail which often signifies their attitude and communication. In case of a UK-based hotel like the Marriot when entertaining customers from Indonesia should be aware of the attention to detail in every situation. There will be communication distance between Indonesian and British representatives therefore for the future possibility of their revisitation of the customers there should be acute attention to details while serving.
Long term Orientation
In this format, the justification of the mentality of society is done on the basis of dependency on past situations and outcomes. Indonesia being at a high level in long-term orientation with a score of 62 denotes that the people of Indonesia are dependent on the past and estimate every activity with respect to the tradition and past experience. The long-term orientation score of the UK being 51 makes them underminable in case of long-term orientation therefore they remain undetectable about their preference as a culture. For this scenario when a representative is entertaining an individual from Indonesia there should be an utmost concern about the beliefs so that, there should be a display of generating attention to the values related to them.
Indulgence
This aspect denotes the dimension of restraint that is present in society. In a society like Indonesia with an indulgence score of 38 people are often unable to justify their potential due to several social inabilities. People in Indonesia are more concerned with social status than that personal growth and development therefore their individual brilliance often remains unnoticed. The British culture, on the other hand, is a society with a high indulgence rate of 69, therefore people of the UK are superior in the case of self-motivation and optimistic progression in their livelihood. People are focused on self-development and modification without any hesitation of social stigma. Therefore, taking instance for a hotel scenario when a British is representing an Indonesian individual there should be attention to detail to the values that every Indonesian individual carries. A customer who gets treatment according to the justification of the values will be obliged to revisit the hotel and encourage them to recommend others about the place.

[bookmark: _Toc127640677][bookmark: _Toc127640952]Conclusion 
In a scenario of international hospitality between different countries with diverse cultures, there are a lot of differences which can be useful for working individuals as a mode of education for their respective fields. In this case, study the chances of learning for a British individual who is working as a representative at an International hospitality organization like Marriott to understand and realise the facts and processes to deal with a customer who came from Indonesia. This enhances the skill in hospitality management and better business progress. 
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	Recommendation for Stuff

	Do’s
	The stuff should be well aware of the basic demands and beliefs of the individuals according to their cultural dimensions. As it is evident that the people of Indonesia are close to their roots and acknowledge their traditions. Suitable knowledge and subsequent behavioural training should be acquired by the stuff in order to manage the customers.

	Don’ts
	Customers should be addressed by the individual from the authority such as managers. This gives dimension to the concerned customer of providing their value as well as successful services being produced.
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