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Executive Summary
This report outlines the planning and delivery of cultural competence workshops for hotel staff in London, aimed at improving their ability to interact with international guests. London, a global tourism hub welcoming over 20 million international visitors annually, presents unique challenges for the hospitality sector in meeting diverse guest expectations. These workshops are designed to equip hotel employees with the knowledge and skills needed to better understand cultural differences and provide exceptional service to guests from various cultural backgrounds.
Scheduled for the week beginning 13th October 2025, the half-day workshops will take place at two prime London venues: the London Marriott Park Lane and the Hilton London Angel Kings Cross. The sessions will incorporate interactive learning techniques, including role-playing and real-world case studies, to ensure that staff can apply cultural competence in their daily roles. The training focuses on improving communication, handling diverse guest needs, and navigating different cultural customs and expectations.
The workshops are structured to achieve clear objectives, including measurable improvements in cultural awareness and the immediate application of newly learned skills. Despite a slight increase in planning hours, the event remains financially viable, with revenue from sponsorships and ticket sales offsetting costs.
This initiative aligns with the increasing industry focus on diversity and inclusion, offering a timely solution to enhance guest satisfaction, service quality, and staff performance, while supporting the long-term success of the hospitality sector.
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1) Introduction
This report focuses on the detailed planning and delivery of cultural competence workshops aimed at hotel staff in London exploring both the practical and theoretical considerations necessary to ensure the event’s success. The workshops have been designed to address the growing need for hotel staff to better understand and respond to the cultural differences of international guests (Grobelna, 2015). London, one of the most visited cities globally (Fleck, 2024) and receiving over 20 million international visitors each year (Statista, 2024), makes cultural sensitivity in the hospitality sector more important than ever. The training will equip hotel staff with the skills to meet the diverse needs and expectations of international guests, promoting an inclusive and respectful environment.
Scheduled for the week beginning 13th October 2025, the half day workshops have been carefully planned to avoid the busy summer and holiday periods, ensuring minimal disruption to hotel operations. The event will take place at reputable venues, the London Marriott Park Lane (Cvent.com, 2025b) and the Hilton London Angel Kings Cross (Cvent.com, 2025a), chosen for their excellent facilities and central location within London’s thriving tourism hub. 
In this report, we will address the strategic aspects of organising the event, covering the key stages of planning and delivery. It will include an analysis of the resources required, the logistical considerations for smooth event execution and will also apply relevant frameworks such as EMBOK and the Event Cycle to guide the planning process, ensuring that the workshops are based on industry best practices. Additionally, it will examine how the workshops can be evaluated for success, exploring the potential impacts on staff performance. Through this, we will ensure that the event not only meets its goals but also contributes positively to the broader hospitality industry.
2) Event Cycle
The event life cycle is the process of organising, delivering, and reviewing an event to ensure its success. It consists of three key stages: Planning, Execution, and Evaluation. Planning lays the foundation, execution brings the event to life, and evaluation provides insights for future improvement (Adkins, 2023).
The planning phase focuses on preparation and organisation. The goal of these workshops is to enhance cultural awareness among hotel staff in London, helping them better understand and accommodate international guests. Key logistical details are finalised, including venue selection, securing expert facilitators, and incorporating interactive tools like QR codes for engagement and real-time feedback. A structured schedule has been developed to ensure a seamless experience (see appendix 1).
During the execution stage, the workshops are conducted through a mix of training sessions, real-world case studies, and interactive discussions. Attendees provide real-time feedback, allowing the event coordinator and training facilitators to refine content as needed. A dedicated event team ensures smooth operations, managing logistics and technical support to maintain a professional and engaging atmosphere.
After the event, assessing its impact is crucial. Feedback is gathered through surveys to determine how effectively the training enhanced cultural competence. A SWOT analysis will be conducted to identify areas for improvement, ensuring future workshops continue to evolve and meet the needs of both hotel staff and guests.
3) Event Concept
[bookmark: _Hlk191554022]This event aims to help hotel staff manage cultural differences when interacting with guests from around the world. The training aligns with Hofstede's theory (Hofstede, 2001a), which emphasises cultural awareness over specific culture-focused training. It is especially important for staff who regularly interact with guests from diverse backgrounds.
The main goal is to help staff connect better with international guests and provide a top-quality experience. The event is aimed at front-line hotel employees like receptionists, concierges, and customer service agents. These are the staff members who directly shape the guest experience and are often the first point of contact for visitors.
The training will involve interactive workshops based on Kolb's learning theory, which suggests people learn best by doing (Rossetti, 2023). Staff will take part in role-playing, group discussions, and real-life scenarios to practice handling cultural challenges. For example, they will learn how to address differences in greeting customs, tipping practices, and communication styles, which will help improve service and guest satisfaction. These topics also connect to Hofstede’s concept of uncertainty avoidance (Hofstede, 2001b), which refers to how different cultures deal with uncertainty. In hospitality, this affects how guests react to changes or unclear instructions. Some guests prefer clear, detailed information, while others are more flexible and comfortable with spontaneity. Understanding these differences will help staff create a better guest experience (Zhang, Gerdes, and Meng, 2020).
The half-day workshop will be hands-on, allowing staff to work through real-world scenarios and collaborate with colleagues. It is designed to give them practical tools to navigate cultural differences and improve guest satisfaction. The workshop will cater to different learning styles, making sure all participants gain useful skills for their roles. A full itinerary for the event is provided in Appendix 2.
4) Aim and Objectives of the Event
The main goal of this event is to help hotel staff improve their cultural competence, enabling them to better connect with international guests. As hotels host visitors from all over the world, it’s essential for staff to understand cultural differences and offer service that meets the diverse needs of guests (Kenesei and Stier, 2016). This approach supports broader industry goals like improving service quality, enhancing inclusivity, and meeting the growing demand for culturally sensitive hospitality (Roque and Ramos, 2019). 
The following two SMART objectives for the event are designed to ensure tangible, measurable outcomes:
1. By the end of the event, at least 85% of participants should report a noticeable improvement in their understanding of cultural differences and how these differences affect guest service. This objective focuses on knowledge gain and will be measured through a post-event survey that asks participants to rate their understanding of cultural sensitivity and how well they can apply it to guest interactions. The event will use interactive activities like role-playing and group discussions, allowing staff to practice handling real-world cultural differences and enhancing their learning through experience.
2. Within one week of the event, 90% of participants should have started using at least one cultural sensitivity strategy in their daily work. This objective ensures the training is put into action immediately and that cultural competence translates into improved guest interactions. To achieve this, the workshop will provide practical tools such as communication techniques and cultural awareness checklists. Participants will complete a follow-up survey a week later to share how they’ve applied these strategies in their roles, and managers will provide feedback on any improvements in staff behaviour regarding cultural sensitivity.
By setting these two clear, measurable objectives, the event will track progress and ensure that staff not only learn about cultural competence but also begin to apply it in their daily work. This approach helps the hotel improve guest satisfaction and creates a more inclusive environment for both staff and visitors. 

5) Event Management
Planning and organising a cultural competence workshop for hotel staff in London requires a strategic approach, guided by the EMBOK (Event Management Body of Knowledge) model (Silvers, 2013) and the core elements of the marketing mix, which include product, place, promotion, and price (Kotler et al., 2020). The EMBOK model divides event planning into key phases: design, planning, coordination, and evaluation. These phases will align with the marketing mix to ensure a successful and well-executed event.
In the design phase, the focus will be on creating a product i.e. the event itself, that is practical, relevant, and directly applicable to the hotel staff’s everyday tasks. Training requirements will be discussed with the facilitator and designed to address key cultural differences that influence guest expectations. The event will include interactive elements like role-playing and group discussions, allowing staff to practice real-life scenarios and gain confidence when interacting with international guests. This ensures that the event delivered is not only informative but also tailored to the needs of the staff.
In the planning phase, attention will shift to logistical considerations, particularly the place where the event will take place. Choosing a central and accessible venue is critical for ensuring ease of participation. After evaluating options, venues London Marriott Park Lane (Hirespace.com, 2025b) and Hilton London Angel Kings Cross (Hirespace.com, 2025a) have been selected based on their location, amenities, and suitability for the event. The choice of venue aligns with the goal of providing a professional environment conducive to learning and engagement.
For promotion, the event will leverage digital marketing tools to generate awareness and attract attendees. A dedicated website will be created for the event, providing detailed information and serving as a central hub for communication. Social media platforms, particularly Instagram, Facebook and LinkedIn (Eventbrite All Access, 2022), will be used to post regular updates, promotional content, and event details to engage the target audience. The venues will also be encouraged to promote the event through their websites and social media channels to increase visibility. Additionally, email invitations will be sent to hotels to circulate the event details through team meetings or internal emails to ensure maximum reach.
The price aspect will be carefully considered to ensure accessibility while also maintaining financial feasibility. Ticket prices will be set at £50 per attendee, generating revenue from the hotel staff attending the workshop. Additionally, the event will seek sponsorships to offset costs, which will further support the event’s financial structure. This pricing strategy ensures that the event remains affordable for attendees while also allowing the event to achieve its financial goals. 
6) Event Budget
Upon reflection from the previous feasibility presentation for the cultural sensitivity training event, it has become clear that the Senior Event Coordinator would require more time to plan, manage, and evaluate the event. As a result, the total hours for this role have been increased to 175 hours, rather than the original 80 hours. The updated cost for the Event Coordinator is £3,193, which reflects this change in planning and coordination time.
The rest of the budget remains unchanged, with the cultural sensitivity experts costing £285 per half-day workshop session, totalling £1,140 for all four sessions. Venue costs, including room rental, refreshments, and materials, remain at £850 per session, amounting to £3,400 for all four events. The technology tools (QR codes and polling systems) are integrated at no additional charge. Two support staff members will be hired at the National Living Wage rate, with a total cost of £457.60.
Despite the increased cost for the Event Coordinator, the revenue remains the same. £2,000 per event in sponsorships from organisations whose values align with inclusivity such as The Diversity Trust (The Diversity Trust, 2025) and Global Diversity Practice (Global Diversity Practice, 2019), totalling £8,000 for all four events. The venues themselves will also be approached with the opportunity to sponsor parts of the event helping us to recuperate venue and/or catering costs. £1,000 will be from ticket sales per event, bringing the total revenue from ticket sales to £4,000. 
With the revised Event Coordinator cost, the total estimated cost for the event now comes to £8,150.60. However, after accounting for the costs and expected revenue, the event will still generate a positive profit of £3,809.40, demonstrating that the event remains financially viable.
For a detailed financial breakdown, please refer to the table in Appendix 3. In conclusion, while the increased costs for the Event Coordinator reflect the need for more planning and coordination time, the event will still be profitable, ensuring a high-quality experience for both attendees and sponsors.
7) Industry Trends, Issues, and Impacts
The hospitality industry is increasingly focused on cultural sensitivity due to rising international travel and changing guest expectations. Hotels must recognise the diverse backgrounds of their guests and adapt their services accordingly. This shift aligns with the growing importance of diversity and inclusion, which has been shown to improve customer satisfaction and loyalty (Hsiao et al., 2023). Guests now prioritise hotels that respect and understand their values (Marriott Bonvoy, 2024), making culturally competent service essential for staying competitive in a global market.
Technological advancements, like mobile apps, also play a significant role in this shift. For instance, hotels such as Lara Barut in Antalya offer a 24hr WhatsApp concierge service (Collection, 2024), giving guests the experience of having a personal staff member at their fingertips at all times. This allows guests to reach out directly with any questions or requests, providing a more personalised and immediate service. Additionally, if language barriers arise, staff can use tools like Google Translate to ensure communication is smooth and effective, enhancing the guest experience and ensuring culturally sensitive service. 
These tools not only streamline communication but also cater to the growing demand for personalised, culturally aware interactions.
8) Situational and Cultural Considerations
When planning the cultural sensitivity training event, it's essential to consider both external and internal factors that influence its success. Politically, while the U.S. is moving to limit Diversity, Equity, and Inclusion (DEI) programs (The White House, 2025), UK organisations continue to prioritise inclusivity (Pacelli, 2025). Hotels must align with national and local diversity policies to avoid legal issues and maintain a positive public image. This makes cultural sensitivity training crucial for staying adaptable and relevant to evolving global trends.
Socially, guest satisfaction is increasingly linked to cultural competence. Failing to acknowledge cultural values can harm the hotel’s reputation through guest reviews of the hotel (Leon, 2019). The training will help staff meet diverse guest needs, enhancing word-of-mouth and brand reputation. Legally, ensuring staff are trained to handle unconscious biases and cultural misunderstandings is essential for compliance with anti-discrimination laws (Wesley et al., 2024).
For a deeper breakdown of strengths, opportunities, aspirations, and results, refer to the SOAR analysis chart (appendix 4). By addressing these external and internal factors, the training will be both relevant and effective in meeting the evolving expectations of guests and staff, fostering an inclusive environment that boosts reputation and guest satisfaction. 
9) Conclusion
The cultural competence workshop for hotel staff in London has been thoughtfully planned to address the increasing importance of cultural understanding in the hospitality industry. The primary objective of the workshop is to enhance hotel staff's ability to interact with international guests in a culturally sensitive manner, ultimately leading to improved guest satisfaction and service quality. Despite the adjustment to the Event Coordinator's hours, the event remains financially viable, with a positive return expected. The workshop aligns with industry trends focused on diversity and inclusivity, making it a timely and relevant initiative for the hospitality sector. With comprehensive planning and strategic execution, the event is positioned to achieve its goals and provide long-term value for both participants and the broader hospitality industry.
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10) Appendices
Appendix 1 – GANTT Chart
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Appendix 2 – Workshop Itinerary
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Appendix 3 – Revised Financial Breakdown Table
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Appendix 4 – SOAR Analysis

	Strengths
	The hotel industry in London is uniquely positioned in a diverse market, attracting a significant number of international visitors. This diversity is a key strength, offering the hotel a strong foundation to implement cultural sensitivity training. By integrating cultural competence into its brand identity, the hotel has the opportunity to enhance its customer service. The staff can be trained to understand and respond to guests’ cultural expectations, promoting inclusivity and creating a welcoming environment.



	Opportunities
	With the resurgence of international tourism post-pandemic, hotels are experiencing a surge of guests from varied cultural backgrounds. This presents an opportunity for the hotel to stand out by emphasising cultural competence, thus attracting more loyal guests. Additionally, as societal expectations around diversity and inclusion continue to evolve, there is an opportunity for the hotel to lead in promoting these values.



	Aspirations
	The hotel(s) aspires to become a recognised leader in cultural sensitivity within the hospitality industry. By embedding these values into its core operations and training, the hotel hopes to elevate its brand identity. Staff will be equipped with the tools and knowledge to engage meaningfully with international guests, offering personalised, culturally sensitive service. This will not only improve guest satisfaction but also build long-term loyalty.



	Results
	The successful implementation of cultural sensitivity training is expected to result in higher guest satisfaction, positive reviews, and repeat bookings. By demonstrating commitment to inclusivity, the hotel can strengthen its reputation, attract a more diverse clientele, and stand out in a competitive market. Staff will be better equipped to meet guests' diverse needs, ensuring a positive and culturally aware experience that aligns with the hotel’s brand.
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CULTURAL COMPETENCE WORKSHOP
Monday 13th October 2025

Registration and Welcome Coffee 9.15am

Introduction to Cultural Competence

An overview of the workshop's objectivesandwhy  9.30am
cultural competence is essential in hospitality.

Understanding Cultural Differences

Discussion on cultural differences in communication,

greetings, dining% etiquette, and tipping, with examples from 10003m
real-world hotel settings. Participants will engage in group

activities to reflect on their own cultural experiences.

Break 10.45am

Role-playing and Handling Cultural Challenges

Role-play scenarios where cultural misunderstandings 11.00am
could arise, such as how to respond to guests from )
different backgrounds with varying expectations.

Building Teamwork Across Departments

Staff from different hotel departments wil 11.45am
colaborate on case studies and share best practices.

Evaluation and Closing Remarks

Attendees fil out feedback surveys, folowed by 12.30pm
closing remarks and the presentation of certificates.

At the end of the workshop, attendees will have the opportunity to
speak with event sponsors. This will be a chance for attendees to ask
questions, learn more about the sponsors’ products or services, and
network with other industry professionals.
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Per Venue Total Cost (4 Venues)

Trainer and Facilitator Fees Cultural Sensitivity Expert (1 trainer per workshop) £285 £1,140

QR code system setup (development and 

integration into materials)

£0.00 £0.00

Interactive Polling Tool (e.g., Mentimeter - basic 

plan)

£0.00 £0.00

Senior Event Coordinator (7 weeks, 175hrs total at 

£18.25p/h.  Tasks inc. planning, managing event, 

attending workshops, post-event evaluation)

N/A £3,193.00

Setup and Support Staff (2 staff at NLW of £11.44 

per hour for 5 hours, assisting with event setup 

and support during each workshop)

£114.40 £457.60

Venue rental (per venue for a half-day delgate 

event for 20 attendees)

£850 £3,400.00

Refreshments and pads/pens (included in venue 

costs)

£0.00 £0.00

£1,249.40 £8,190.60

Per Venue Total Revenue (4 Venues)

Sponsorships 2 sponsors for each event (£1,000 per sponsor) £2,000 £8,000

Workshop Revenue £50 per attendee for 20 attendees per event £1,000 £4,000

£3,000 £12,000



PROJECTED PROFIT FROM TOTAL OF 4 EVENTS = £3,809.40

Cost Categories

Revenue Categories

Technology Setup

Event Setup & Staff Costs

Venue and Logistics
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Communications Plan

Cultural Competence Training Workshops 

Project Lead

Project Start:

TASK Metrics START END

Planning Phase 15th Sept 12th Oct

Venue Booking Contract Signed 15th Sept 21st Sept

Secure Facilitator(s) Agreements finalised 15th Sept 28th Sept

Logistics Planning Layout and Equipment Setup 22nd Sept  12th Oct

Prepare learning materials Material completed 22nd Sept  12th Oct

Marketing & Promotion Registration rate 22nd Sept  12th Oct

Participant Registration Number of registered attendees 29th Sept 12th Oct

Execution Phase 13th Oct 17th Oct

Workshop Delivery Attendance Rate  13th Oct 17th Oct

Real-time Feedback Collection Feedback Participation Rate 13th Oct 17th Oct

Evaluation Phase 20th Oct  31st Oct

Post Event Surveys Survey Completion Rate 20th Oct  24th Oct 

SWOT Analysis Identified Strengths & Weakness 20th Oct  31st Oct

Data Analysis and Reporting Report Completion  27th Oct 31st Oct

15th Sept 2025

15th Sept 

2025

22nd Sept 

2025

29th Sept 

2025

6th Oct 

2025

13th Oct 

2025

20th Oct 

2025



27th Oct 

2025


