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Project’s Title
An analysis of the effect of cultural diversity management in the hotel management team: a case study of Ibis hotel in Stratford.
Project aim
This project looks forward to identifying the influence or effect of the managers’ cultural background, especially on professional activity and performance at the front desk. 
Project Objectives
· To explore hospitality values among the managers regarding their cultural backgrounds whether the values are up to 90% that can help ensure efficient front desk management in Ibis Hotel in March 2024,
· To test the effect of identified values, especially on their interactions with the guests visiting the Ibis Hotel at Stratford whether there is an increase of 10% in the level of customer satisfaction in March 2024,
· To find major strengths and weaknesses of each cultural approach from the aspect of hospitality whether the strength can resolve weaknesses and increase 10% sales volume in March 2024, 
· To present the merits of multicultural employees on the hotel’s performance by exploring talent management 100% by the end of March 2024.
Rationale of the project
Considering the personal interest in front desk management in a particular hotel, this topic is chosen to envisage the significance of cultural diversity or cultural backgrounds in the hotel management sector. Throughout the course session, the main focus was on exploring hospitality and hotel management (Collis & Hussey, 2014). That is why this topic will continue the discussion that will help gain knowledge and information about front desk management in hospitality, especially in the hotel sector. A front office department in a hotel, like Ibis Hotel, requires several responsibilities that can let anyone explore the concept of hotel management. As a bright career will be built in this field, different opportunities will be explored that can help extend the boundary of gathering knowledge and maximizing the experience with different projects. 
Literature Research
Baum et al. (2017) researched the cultural diversity in hospitality work in which they found several issues related to the term, ‘cultural diversity’, impacting the growth of the importance of migrant workers to the hospitality sector in the UK. In this research paper, a genuine emerging labour market feature of contemporary hospitality in the UK was considered. In this sector, migrant labour is not a new phenomenon that is not utilized appropriately throughout the sector. In this research, they identified that many employers did not want to invest in the development of global employees, especially those who are migrants in the UK. Migrant workers in the workplace consist of multidimensional aspects of culture and for this, they hold divergent sorts of cultural norms and behavioural aspects impacting the business operations significantly. As the investors did not invest in them, especially migrants having high levels of general education and training facilities that were not sector-specific, inclusion might not be possible. However, lots of investment is required in this field because cultural diversity is a prevalent issue for hoteliers supporting them in serving different guests from different parts of the world. The most important thing is that this decision taken by those investors might affect the talent management first of all and for this, hotel management and operation are affected significantly.  In this research paper, researchers pointed out the need for hospitality management to make more effective use of the source of labour throughout the workplace. That is why they studied the migrant workers’ experiences in peripheral areas of the UK so that they could focus on diverse skills that were required in the hospitality sector. 
Mhaske (2021) investigated and studied the effect of front office management in hotels in a multi-cultural country, namely India. They tried to identify the impact of front office management on the level of customer satisfaction. They found they there was a positive impact of incentive practice, service quality, CCR of staff, especially the guests, and their satisfaction level in the hotel. That means there is a positive relationship between the front office management of a hotel and customer satisfaction level. If the front office management of a hotel is developed significantly, a high level of customer satisfaction can be ensured noticeably in the hotel management. In addition, they also viewed the mentality, attitudes, capabilities, and relative information on the employees regarding client assistance, transport facilities, and their effect on customer loyalty. They concluded that the major components in visitor satisfaction could prompt rehash customers which are standardized items and trained employees, as well as quality services and administration in the hotel management. 
Haenraets (2024) opined in the blog that the hotel front desk has a pivotal role that can help shape guest satisfaction and explore essential areas for hotels so that they can be prioritized and invested appropriately. That is why efficient and personalized check-in and check-out procedures are envisaged that can help explore empathetic complaint handling, and leveraging developed technology or equipment in the hotel; for example, the application of acoustic emotion analysis can help create a positive experience among the guests. Moreover, the researcher also mentioned a psychological effect in the blog regarding the front desk interactions that can help ameliorate employee training and upgrade staff training and development. As a result, hoteliers can ensure that their front desk management is quite efficient and well-equipped which can aid in tackling guests' diversity. That means a well-efficient or equipped front desk in a hotel can help interact with different kinds of guests in the hotel; if the situation is critical, this type of front desk can also handle the situation. In this blog, the significance of delivering unique services has been mentioned because this can aid in building up guest loyalty, maximizing the level of satisfaction, and securing their place as leaders in the sector. 
Research methods
Research methods can be categorized into quantitative and qualitative approaches. In this case, a qualitative approach will be considered. 
Qualitative research is considered an investigative approach that focuses on understanding and interpreting social phenomena via subjective experiences and aspects. In this approach, the depth and complexity of behaviour, attitudes, and interactions are highly prioritized (Elliott & Timulak, 2021). That is why this research approach does not envisage quantifiable measurements that include interviews, observations, and visual data presentation that aid in gathering rich and detailed insights. 
Interviewing, surveys, and questionnaires are the prevalent methods in this qualitative research approach. Among all, a survey is the simplest and the most used in this qualitative approach It can help gather lots of data and information that can be analysed efficiently. 15-20 members from Ibis Hotel at Stratford, UK including managers, employers, employees, and customers will be considered and the survey will be based on the online platform. 
Timescale
	Activities
	Start date
	Duration
	28-Feb
	01-03-24
	04-03-24
	08-03-24
	13-03-24
	18-03-24
	20-03-24
	25-03-24
	29-03-24

	Defining problem
	28-02-24
	3
	 
	
	
	
	
	
	
	
	

	Proposal draft
	01-03-24
	2
	
	 
	
	
	
	
	
	
	

	Equipment training
	04-03-24
	3
	
	
	 
	
	
	
	
	
	

	Literature review
	08-03-24
	4
	
	
	
	 
	
	
	
	
	

	Data collection from the survey
	13-03-24
	5
	
	
	
	
	 
	
	
	
	

	Data and result analysis
	18-03-24
	5
	
	
	
	
	
	 
	
	
	

	Thesis compilation
	20-03-24
	2
	
	
	
	
	
	
	 
	
	

	Thesis submission
	25-03-24
	5
	
	
	
	
	
	
	
	 
	

	Thesis presentation
	29-03-24
	4
	
	
	
	
	
	
	
	
	 


Figure 1: Gantt chart (time scale)
Source: Self-made
This project will be completed by the end of March 2024. 
Benefits
This research project has several benefits and positive aspects. Among all, some significant benefits are going to be presented below:
· In this qualitative research approach, it is expected that more information and knowledge can be obtained first, especially information that is related to managerial approaches to other cultures via the adoption of good practices from each aspect of the hotel’s front desk management (Collis & Hussey, 2014). These practices include honesty, transparency, and responsibility. As a good researcher, the ways of conducting research honesty will be learned. Besides, how to ensure transparency in this work will be found that will help know how to carry all responsibilities. 
· Finally, this research will help me how to equip myself with the research-based work. Experience is the most significant thing that will be gained throughout this research that can be utilized in future research (Elsayed, 2013). Then, different tools and equipment used in this research can be utilized and implemented cautiously and carefully in the future. Overall, this research has motivated me to be an effective and efficient researcher. 
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