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Executive summary
The above report has described the measures through which hotel staff of Premier Inn hotel can prepare themselves to manage the international guests efficiently. Therefore, the context has significantly discussed the Hofstede’s Cultural Dimensions Theory (1997) as the potential cross-cultural theories. Then the report has demonstrated the importance of cultural intelligence and sensitivity for the front desk employees for Romanian and English guests. After that, this report has focused on the ways through which the organisation can fulfil the need of the guest’s related to their cultural norms and preferences. Lastly, a concrete table of dos and don’ts such as cross-cultural training, suitable body language, avoiding rude behaviours and others has been mentioned for the front desk hotel staff of Premier Inn hotel. 
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[bookmark: _Toc120185778]Introduction 
The following study will critically evaluate the importance of cultural intelligence and sensitivity of the international guest in a hotel with the help of potential cross-cultural model. After that, the discussion will also mention the Cultural Dimension Theory proposed by Hofstede in the year 1997 to highlight the aspects of cross-cultural dimensions. The context will select Romania and the United Kingdom for focusing on the guest services as per the cultural diversity. After that, the study will demonstrate the ways through which the employees of Premier Inn can adapt the service delivery to accommodate the cross-cultural norms and requirements. Lastly, the report will comprehend the adaptation needs within a table in a ‘Do’s and Don’ts’ format which will be relevant for the further use of the staff. 


[bookmark: _Toc120185779]Preparation and management of the guest experience for international visitors
International guests are from different cultures, and languages and they have various kinds of practices which need to adapt by the employees of the hotel to serve them appropriately. The staff of the Premier Inn hotel thus need to overcome the barriers of the language and culture which will make them non-judgemental and impartial. Therefore, all the staff of the hotel should consider and practise the different communication styles of the various cultures. Additionally, the staff should be provided with preparation time to learn and understand the needs of different cultures.  For example, in such cases, avoidance of stereotype behaviours can be helpful for them to handle the customers potentially. Lastly, the Premier Inn hotel needs to organise cross-cultural training for managing and preparing the hotel staff to be efficient (Boley, 2020).

[bookmark: _Toc120185780]Cultural intelligence and sensitivity are essential for hotel personnel 
Cultural intelligence and sensitivity are of utmost importance for the hotel industries in both Romania and the UK which are used both by the guests and the staff. This is to be taken into consideration that the guests can be of any origin along with the staff who can be from different countries. Thus, it is needed for the hotel as well as the guests to cooperate with each other and understand the nature of human beings. Cultural intelligence is the new concept that explains that certain individuals are able to adopt more than others (Binesh et al., 2021).  A workplace is expected to have such a cultural intelligence and sensitivity that the employees belonging from disparate background are able to interact with each other. Understanding the cultural convention of the place where an individual is working, is very essential for the vast range of population in the world. Whenever a person is visiting a new place, he is able to interact with the natives owing to the latter’s behaviour, and this defines the cultural sensitivity in the culture. The cultural sensitivity and intelligence in the UK are in a way where the native longer time to build a friendship rather than being instantly social with the foreigners. On the other hand, the cultural sensitivity of Romania represents the difference between culture which is still taken as a negative factor which needs to be changed so that people are able to work in a friendly environment. 

[bookmark: _Toc120185781]Hofstede’s Cultural Dimension Theory as the cross-cultural theory 
Hofstede’s Cultural Dimension Theory is a structure for multicultural communication which was developed by Geert Hofstede. Therefore, it conveys the effects of a society’s cultural values, on its members and how they relate to their actions, using a structure obtained from factor investigation. This theory also replicates the idea to determine the various ways the business is carried out across different countries. There are five dimensions of Hofstede’s Cultural Dimension Theory, such as identification, potential, gender, unpredictability and time. Some examples of Hofstede’s Cultural Dimensions are - individualism-collectivism, masculinity-femininity, uncertainty avoidance, indulgence versus restraint, power distance index and many more. Some of those dimensions are explained below - Individualism versus Collectivism (IDV) can be described as a preference for a roughly-knit communal structure, in which the individuals are expected to take care of only themselves and their families. On the other hand, Collectivism can be described as a tightly-knit communal structure, in which the individuals can expect their relatives to look after them in the group, in exchange for absolute loyalty. Masculinity versus Femininity (MAS) includes the masculinity side which represents bravery, confidence and real success. On the other hand, Femininity represents collaboration, caring and acceptability. Uncertainty Avoidance is referred to the feeling of un-comfortability while staying in society. Power Distance refers to the fact in which the less powerful people staying in the society accept and expect the fact that the power is distributed unequally (Gerlach and Eriksson, 2021).  
This theory helps the employees of Premier Inn to understand people from different cultures better and that helps to prevent misunderstandings while the hotel staffs communicate with the international borders. The relationship with the customers will become better than fostering efficiency among the workers. However, sometimes it is not possible for the employees to learn a lot of cultural varieties within a short period. Moreover, this is not always possible to get sufficient core information about different cultures (Barreto et al., 2022).
[bookmark: _Toc120185782]The way through which the front desk staff of the Premier Inn hotel might need to adapt their service delivery to accommodate the guests’ specific cultural norms and requirements 
The front desk management and staffs of the Premier Inn hotel need to adapt some techniques and preparations through which they can serve diverse borders worldwide. For instance, providing the expected customer needs and strengthening the communication can be some appropriate measures that the organisation can take. Further, hiring staffs from cross cultural backgrounds can also be some suitable ways for Premier Inn to meet the cultural norms (Idiart and Bottero, 2020).
Know the clientele
The service staff of Premier Inn need to spend quality time with the guests to know the requirement of the customers. Therefore, the staff should be trained with a basic knowledge of relevant views of the world related to values and norms. Active listening will be also effective which the front desk staff need to adapt for their betterment (Lacalle, 2021).
Recognise patterns of communication
The staffs need to recognise and learn the different patterns of communication to serve the guests efficiently. Therefore, they will be able to seek out the culture-specific insights of the guests. Both verbal and non-verbal communication matter when the staff provide services to international guests irrespective of culture, age race and gender (Brown, 2021).  
Diversified workforce
The diversified workforce of Premier Inn hotel can help to create a welcoming environment for international guests with different cultures and norms. When customers see people of their own ethnicity and culture, they become more comfortable and that will increase the reputation of the organisation (Merchant, 2022). 

[bookmark: _Toc120185783]A table of ‘Do’s and Don’ts’ for the staff in the Premier Inn hotel

	Do’s 
	Don’ts 

	Making eye contact is an important factor while smiling with customers. 
	Getting distracted from what the customers are saying. 

	Controlling body language is essential. 
	Behaving rudely and stereotyping.  

	Anticipating the needs of the guests. 
	Being partial. 

	Cross-cultural training. 
	Being judgmental. 

	Recognise the pattern of communication along with the diversified workforce (Hearn, 2020). 
	Engagement with colleagues when guests are at the front desk (Smith, 2021).





[bookmark: _Toc120185784]Conclusion 
The above context has described the Hofstede’s Cultural Dimension Theory to highlight the cross-cultural aspects related to the relationship of human beings within a workplace. The importance of cultural differences and sensitivity along with the cultural sensitivity in the hotels of Romania and the UK has been provided in the report. Thus, the report has taken into consideration the importance of the service delivery that an individual needs to accommodate the norms and regulations of the hotel, Premier Inn. Lastly, the report has been provided with a table of do’s and don’ts that the staffs of Premier Inn may follow for developing their cross-cultural dimension at the workplace. 
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