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EXECUTIVE SUMMARY
In the hospitality sector, guests are regarded as the king of that business. Sensitivity and cross culturalism within this industry is extremely crucial to maintain. Hotel staff from different cultural backgrounds should also be employed by the hotel industry to enhance the organizational culture. Since these guests are the important asset of the accommodation industry, these guests need to be satisfied at all costs. The employees of a hotel need to prepare and manage several functionalities that would ensure the guest experience in a hotel. This report will describe the cultural intelligence and sensitivity that are essential for a hotel personal. The report will also describe the ways in which the hotel staff can deliver effective service delivery to the international guests. The services must be in line with cultural norms and requirements of the international guests. The completion of the report will help the reader understand about the right ways in which guests will again come back and talk positively about the accommodation sector. If guests are satisfied, then it increases the chances of their return in the hotel. If guests are happy then they can increase the revenue of the hotel. The following report will also state a table that will define the Do’s and Don’ts that the hotel staff must maintain. 




Table of Contents
Introduction	4
Importance of culture and sensitivity for hotel personnel	4
Cross cultural theories	5
Functions of different hotel departments	8
Dos and don'ts	8
Conclusion	9
Reference list	10



[bookmark: _Toc98436723]Introduction 
Irrespective of the country, one main importance of the hotel industries is to serve their guests in the correct manner because the success of this industry depends on the satisfaction of the guests. They are regarded as the king of this sector. Selling high standard rooms and good quality food are some of the important considerations that hotel personnel should maintain properly. In this handbook, the necessity of sensitivity and cross culturalism within the hotel industry will be discussed thoroughly. The report will evaluate the importance of cultural intelligence and sensitivity which is important for all the hotel personal in the accommodation industry. The report will also show the hotel guests service implications for the guests of India. In other words, it can be said that the following report will show how the hotel personnel of United Kingdom can retain the guest cultural norms of Indian guests.  In order to maintain good terms with the clients and achieve long-term goals, the hotel personnel should maintain some dos and don'ts that will be summarized at the end of this handbook. 

[bookmark: _Toc98436724]Importance of culture and sensitivity for hotel personnel
Considered from the perspective of both the guests and the hotel staff, sensitivity and cultural awareness is very important. Irrespective of the places that the hotels are situated, they should always welcome people from different cultures and the staff should be well mannered to handle these guests. On the other hand, hotel staff from different cultural backgrounds should also be employed by the hotel industry to enhance the organizational culture. These few considerations will lead to better staff satisfaction and improved reputation of that hotel. Overall, the entire organization is benefited from the financial side (Hospitality, 2021).  In this world of multiculturalism, it is very important that the visitors, especially from foreign countries, should feel secure and valued. They should receive a warm welcome and experience a good stay at the hotels. In the UK, many cultures are greatly celebrated, and this is one reason why many Indians love to visit that palace. 
Cross culturalism can be maintained either by including different cuisines from different parts of the world. For example, people from India, would love to see their cuisines or food style being celebrated or included in the UK hotels. Authentic and traditional food items will make the guests happy and satisfied. Other than this, accommodating religious rituals and beliefs within the foreign culture will also help to maintain a good culture within that organization. For example, celebrating Indian Festivals will create a positive impact on the citizens visiting from that company. Therefore, to make the hotel staff more culturally acceptable, proper training and education should be given to them by the seniors (Jhaiyanuntana, and Nomnian 2020). Catering to multiple cultures will result in business expansion, prevent discrimination in the workplaces and will increase the customer reach (Domanski, 2020). 




[bookmark: _Toc98436725]Cross cultural theories 
Hofstede’s dimension theory
The main ideas celebrated in this theory are how culture within hotel industries greatly influences leadership and workplace values. This theory was developed on four cultural dimensions, like power distance, masculinity, uncertainty avoidance and long-term orientation. This theory proposes that when culturalism is celebrated it enhances the experiences of the clients or guests, everyone like to enjoy that is most unexpected. Thus, celebrating food, culture, festivals of India in foreign hotels of the United Kingdom will gain much popularity and acceptance (Geektonight, 2021).  
Power Distance Index (High v low)
A high-power distance index refers that a society accepts the inequality and unequal power distribution of power whereas a low power distance index shows that all the members in a society wok equally and there is no unequal distribution of power. So, it is important for the hotel staff of UK to treat all the guests equally without any discrimination (Beugelsdijk and Welzel, 2018).
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Fig: Power Distance Index
(Source- Viere, 2014)
Individualism v Collectivism
This theory focuses on the needs and preferences of the guest visiting the foreign lands. It is the sole responsibility of the hotel staff and managers to give them a comfortable stay. Another great aspect of exercising this theory is that hotel staff being educated in this theory does not require too much personal information from the guests. Moreover, hotel staff can also work independently under this model. Cooperation and collectivism can be noticed within the organization that follows this theory of cross culturalism. Therefore, it can be said that both these theories lie emphasis on one important thing, that is cultural acceptance is important for both the clients and the hotel personnel (journals. sagepub, 2021). 
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Fig: Individualism v Collectivism
(Source-Anitei, 2018)
Masculinity v femininity
This dimension refers to the distribution of roles between men and women. In most of the masculine societies, the roles tend to overlap less whereas in the feminine society, the role are more overlapped between men and women. This dimension can be understood with the MAS power. High MAS refers that male and female work in a traditional, patriarchal society whereas in a low MAS, relationship is consensual and more emphasis is given on the quality of life.  So, it is important for the hotel staff, to understand and respect the culture of both the male and female guests. For example, Sweden has the low MAS which shows that the guest culture is managed by the consensus, discussions, compromise and discussions (Kristjánsdóttir et al., 2017). 
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Fig: Masculinity v Femininity
(Source-Anitei, 2018)
Uncertainty avoidance index
This dimension refers to the uncertain and unexpected situation that can be dealt with some processes. If the uncertainty avoidance index is high then it indicates a low tolerance power for uncertainty, ambiguity and risk-taking ability. However, the low uncertain avoidance index indicates high tolerance power for uncertainty and ambiguity (Kristjánsdóttir et al., 2017). For example, the hotel in Morocco maintains the guest culture by relating with customer empathy. The hoteliers understand the emotional needs of the customers which can help them to customise their requirements. However, in the UK hotels, there is a gap in this sector which the hotel staff needs to understand and maintain. 
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Fig: Uncertainty Avoidance index
(Source- Pirju, 2018)


Long term orientation v short term orientation
The long-term orientation focuses on future goals by delaying the short-term success. The long-term orientation is achieved through perseverance, persistence and long-term growth. But short-term orientation on the other hand focuses on short term success and gratification by putting more emphasis on the present rather than the future. In India, the hoteliers follow the short-term orientation where they focus on satisfying the guests by providing them amenities free of charge and celebrating every culture in their hotels. The employees are also staffed who can provide services to the guests 24*7. The hoteliers in UK therefore should focus on short term orientation as this will be beneficial for achieving success and increasing guest culture (Litvin, 2019). 
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Fig: Long term and short-term orientation
(Source-Author)





Indulgent v Restraint 
Indulgent shows that a culture can give free gratification to the people to enjoy life and have fun whereas the restraint refers to the suppression the needs of the people and they are regulated by social norms. The hotel staff in UK should be indulgent (Jackson, 2020). 
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Fig: Indulgent v Resistance
(Source- Pae, 2020)


In simpler words, it can be said, it can be said that cultural awareness is important for the hotel staff as if the hotel personnel cater to all the needs and requirements of the guests, they can even expand to other guests from different cultures. It not only increases the guest retention rate, but it also improves the revenue of the hotel industry. If the hotel staff is well informed about the culture of the guests, then they can break down the cultural barrier and learn how to love, appreciate and respect each other’s. 
[bookmark: _Toc98436726]Functions of different hotel departments 

[bookmark: _Toc98436727]Dos and don'ts 

	Do’s 
	Don’ts 

	From the cross-cultural perspective, the front desk department should carefully maintain the balance between professionalism and friendly behavior with the guest. In order to solve the language barriers, the hotel should employ staff from different countries to answer the customer’s queries (Betts, 2020).
	The front desk department should not be rude to the customers and behave in an unconventional manner. They should not compromise the guest reservation process as it can dissatisfy the customers. 

	The service provided by housekeeping department to their guests should be equal for everyone (Olimovich and Khudoynazarovich, 2020). The guests feel that they are being immaculately taken care of by providing a fresh and clean environment.
	The housekeeping department should not make the environment dirty and unhygienic. 

	The Human resource department should make sure that they are employing the right people who can provide amazing guest services. 
	The HRM department should not ignore the wishes of the customers. If customers are ignored, they can provide bad reviews which can hamper the reputation of the hotel.  

	The security department should make sure that the details of the guests are protected at any cost so that no one compromises with the guest information (Sonawane, 2021).  
	The security department should not compromise with security protection. It should not use cheap protection services that can endanger the lives of the guests. 



[bookmark: _Toc98436728]Conclusion 
 This handbook thus proves to be a good guide that will help the students develop their understanding and cognitive skills and understand the importance of cross-culturalism in one of the famous and prosperous business sectors that is hospitality. The table below gives a summary of what the hotel staff should follow and what they should not do to serve their guests in the most acceptable way. 
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