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In any organization, the customer plays a significant role. So for the company of UK, it is essential to full fill customer requirements and provides them with a better experience. When it talks about the hotel industry, the comfort of their customer and their experience matters a lot. In this industry, customers are coming from various regions and cultures so for the company it is essential to fulfilling the requirements of all customers. With the help of cross-culture, communication hotel staff can enhance their customer's experience. Cross-culture communication theory is the idea of communication between people who are different from each other. This difference can be on the bases of age, gender, culture, ethnicity, or financial status. 
[bookmark: _Toc106061484]Cross Culture Management
Tourism is a large industry in the world. Cross-cultural is to undertake inclusive control method to the way of life of subsidiaries’ countries, which have exceptional human races, one-of-a-kind cultural sorts, and specific developmental stages of lifestyle within the worldwide business as well as in UK. Its miles one of the management strategies with a view to embodying the neighborhood lifestyle. The purpose of this management is to lay out achievable company structures and control mechanisms in diverse sorts of cultural surroundings (Barmeyer Bausch and Moncayo 2019). As the number of foreign clients is increasing day by day so cross-culture management is very essential. The theory appears at how an end result of people with conflicting developments interact together and how their culture impacts stated interaction. Gestures, body language, and language are all used to discover a commonplace floor among people. Locating the compromise and balance among cultural variations makes it feasible to effectively communicate with every other that may best assist in coherent dialogue.
This communication helps the company to deal with the customer to understand various business customers, their strategies, and their beliefs. Variation in language, low and high context culture, a distance of power, and nonverbal differences are the factors that affect cross-culture communication. Western Europe and North America are considered low context cultures and  Asia, the Middle East, and Africa are considered the as high context. Eye contact and gesture are the areas that are considered nonverbal communication. For the hotel, it is important to train its staff to deal with communication (Study.com 2021). 
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Satisfaction of customers in the hotel is measured by how the customer is happy with the service. It can be determined by three key points such as quantity, quality, and quickness. For the service, it is essential to provide good quality and fast service. To assess their client satisfaction hotel staff can use CSS form and online reviews from the customer. Where CSS stands for customer satisfaction survey‌ (Joshi 2021). To enhance the service it is required to focus on customer complaints. Such common complaints are Dirty rooms, poor guest experience, loud neighbors, poor food experience, disagreement on rules, closed facilities, theft, unexpected cost, and lack of complimentary supplies (Olmstead 2021). After understanding customers' complaints it is required to set a strategy which is called guest conflict resolution to make sure that complaints are addressed continuously. There are various advantages of using these strategies such as it can avoid a negative review. It permits the hotel to show customer resolution service. It also helps to build loyal guests and keep staff ready for each condition. 
To solve customer problems hotel staff can follow some rules such as:
· Act quickly
· Say “ I am sorry”
· Provide upgrades
· Avoid arguments
· Follow up customer
· Ask the customer for a survey
· Show kindness
Quality of service, quality of food, and image is the key to customer loyalty (Majid et al. 2018). Apart from this to enhance customer experience hotel staff has to follow:
· For better customer experience make marketing the mobile-first.
· Customers come from various regions so providing them with voice search options on the website can help them to use the website easily.
· Provide 360-degree video and virtual reality video of their hotel.
· The hotel should use a cloud-based management system that helps the hotel staff to provide a quick response. 
· Provide keyless entry
· Take care of proper hygiene
· With the help of a mobile application, provide self-service options
· To guide and greet customers use interactive devices
· Use wearable technology for cashless payment
· Provide regular emails and messages using messenger and chatbot to enhance their service
· Offer fast, free, and reliable wireless internet services. 
· Provide faithful co-working space.
· Offer technologies like meeting rooms
· Create connections and partnerships with local businesses, attractions, and vendors to showcase those regional cultures (Mews.com 2021).
· Keep tracking the preference of the customers
· Provide personalized communication with the help of CRM. 
· Celebrate special and local festivals
· Give option to the customer for housekeeping
· Provide a clear directional map of the area (Majdi 2019). 
Cross-culture communication is important not only for hotels it is also essential for the customers. This communication helps the hotel to promote team woke and enhance the responsiveness and flexibility in the company or hotel in UK. 
In the hotel and tourism industry, there is a huge impact of Covid-19. Due to the pandemic, most people avoid going outside. This is one of the challenging situations for the industry. To deal with these situations hotels are required to follow all government protocells and provide the best safety to their customers (SiteMinder 2020). So the hotel needs to incorporate some features into there system such as:
· Booking policies that are flexible
· Contactless entry and check-in
· Shared space
· Hygiene and cleanliness
· Resident health facilities
· Wellness services
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Table 1 Do and don’t that staff should follow
	Do’s
	Don’ts

	· Always listen to the customers
· Stay true to brand
· Maintain eye contact 
· Maintain a standard of the quality 
· Greet every customer 
· Be consistence
· Maintain organization clean
· Always take feedback from customers
· Provide equal attention to every customer
· Follow all government protocell
	· Do not hire without any purpose 
· Do not lose training
· Don’t ignore finance  
· Do not forget to taste before serving food
· Do not insult the customer
· Don't argue 
· Never say to customers that staff is tired or not available.
· Do not distinguish the customer on the bases of their religion and region. 



 
This table helps the staff to maintain the hotel's brand and deliver the best customer service (Charlestowne 2019). 
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