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[bookmark: _Toc191665178]Introduction
The cultural understanding is crucial due to increased globalization of the hospitality industry. A need this critical is addressed by the ’cultural inclusivity in guest services workshop’ which gives hospitality professionals practical tools and strategies to increase cultural competence in guest interactions. This one day interactive workshop is aimed at equipping you with gainable insight and skills to deliver more inclusive guest experiences. As reported by Bharwani and Jauhari (2021), the improved cultural competence of the hospitality staff directly corresponds to improved guest satisfaction scores and customer loyalty, shaping it as a strategic necessity for the forward thinking hospitality organizations. Recognizing the rising diversity in global travelers and the need to cater to these diversities for service offerings, this workshop responds to the fact that the guests from different cultural backgrounds have different ways of evaluating service quality (Lai & Hitchcock, 2019). Proving to combine theoretical knowledge alongside practical applications, the event includes expert training, interactive breakout sessions, and case studies from hotels that have successfully implemented inclusive practice learnings to attendees in a way that is applicable in their workplace right away.
[bookmark: _Toc191665179]The Event Cycle
The event cycle gives the structured pattern for the concept, planning and running contrived events. In Getz and Page (2020), the event cycle is described as a systematic process, made up of a series of phases that are distinct yet inseparable, consisting of process for guiding event managers through the whole lifecycle of the event from the birth to maturity. In terms of cultural inclusivity workshop, we will apply model of Event cycle model proposed by Bowdin et al., (2022) initiation, planning, implementation, event execution and shutdown. Other than consulting stakeholders and doing market research to identify the need of cultural competence training in hospitality industry, it has been initiated as well and the gaps identified in the training of existing are damning though training has been being demanded. Currently underway is the planning phase, including programming development, speaker selection, venue planning, and development of a marketing strategy to drive attendance of possible attendees who completed pre-event surveys on defining challenges so Hospitality professionals residing in London can benefit from the content. Approved plans will be transitioned into concrete preparations in this phase, which will entail finalizing contract with conference speakers, organizing conference audiovisual requirements and preparing workshop materials with multilingual elements to serve as implementation of best practices of inclusivity (Moreno-Lobato et al., 2022). The session leading to the execution of the event will be the actual delivery of the workshop and the shutdown phase will be completed as they will conduct a comprehensive evaluation by taking participant feedback, financial reconciliation and documentation of lessons learned to future offerings.
[bookmark: _Toc191665180]Event Concept
The Cultural Inclusivity in Guest Services Workshop provides participants with a complete and hands-on learning experience with a designed program. Registration and a culturally diverse breakfast buffet with labeled food items that adhere to inclusive dietary accommodation practices finds its place at 8:30 AM, allowing Melián-González and Bulchand-Gidudmal (2019) a rare mention of an often overlooked and a distinct entity of cultural inclusivity in hospitality. Welcome and keynote address by a leading industry noted speaker will address the "The Business Case for Cultural Intelligence in Hospitality" which includes current research showing the measureable value for hotel performance parameters of cultural intelligence. As reported by Kim et al. (2022), among hotels that have staff with cultural intelligence training guest satisfaction scores in guest surveys are 23 percent higher among the international travelers versus hotels that have no cultural intelligence trained staff. Next in the morning session is a panel discussion featuring the heads of diversity and inclusion for leading hotel chain companies and active exchange of best practice implementation strategies, which are followed by the first round of concurrent breakout sessions where attendees can choose between tracks dedicated to training front line staff and management strategies, and human resources policy. At 12:30 PM it concludes with networking lunch featuring international cuisine, followed by 1:30 PM interactive workshops by using role play scenarios and virtual reality to practice cross cultural guest interaction in the safe learning environment which was found to 40% better knowledge retention than traditional lecture format by Wang and Suh (2019). A final plenary session on measuring and sustaining cultural inclusivity initiatives brings down and the closing keynote concludes the day and wraps up the day with a 4:30 PM address for future trends in global hospitality and reception for networking ongoing professional connections among participants to close the day out.
	Time
	Activity
	Description
	Location

	8:30 - 9:00
	Registration & Breakfast
	Culturally diverse breakfast buffet
	Main Foyer

	9:00 - 9:30
	Welcome & Keynote
	"The Business Case for Cultural Intelligence in Hospitality"
	Grand Ballroom

	9:30 - 10:30
	Panel Discussion
	Diversity officers sharing implementation strategies
	Grand Ballroom

	10:30 - 10:45
	Networking Break
	Refreshments
	Foyer

	10:45 - 12:30
	Breakout Sessions
	Three concurrent tracks: frontline staff, management, HR
	Meeting Rooms A, B, C

	12:30 - 1:30
	Networking Lunch
	International cuisine
	Restaurant

	1:30 - 3:00
	Interactive Workshops
	Role-playing and VR simulations
	Grand Ballroom

	3:00 - 3:15
	Afternoon Break
	Refreshments
	Foyer

	3:15 - 4:30
	Plenary Session
	Measuring and sustaining inclusivity initiatives
	Grand Ballroom

	4:30 - 5:00
	Closing Keynote
	Future trends in global hospitality
	Grand Ballroom

	5:00 - 6:00
	Networking Reception
	Continued discussions and connections
	Terrace


Table: Workshop Schedule
[bookmark: _Toc191665181]Aim and Objectives
The main objective towards which the Cultural Inclusivity in Guest Services Workshop directs is to extend practical tools and strategies of implementing cultural intelligence in improving cultural inclusivity in the hospitality service delivery, specifically creating more personalized guest experiences in diverse cultural arrangements. This first aim will be addressed by the three SMART objectives used to guide the workshop development and evaluation. To ensure a minimum increase of 30 percent on participants' cultural intelligence scores from preassessment to 30 days postassessment using the validated Cultural Intelligence Scale (CQS) measure, as found by Tsalikis and Zhang (2023) to correlate strongly with service performance improvement in cross cultural context of hospitality. Second, to verify 3 of the at least 3 new inclusive service practices implemented during the project within 90 days of the workshop by each participating organization through follow up surveys and case study research, in targeted areas mentioned by Sharma and Kaushik (2022) as important versus impact at the guests journey. Third, to establish a sustainable community of practice among participants with 75% engagement rate in the dedicated online platform within six months of the workshop, fostering ongoing collaboration and knowledge sharing to support continuous improvement in cultural inclusivity practices across the hospitality sector, an approach that Han and Yang (2020) found significantly enhances the long-term impact of professional development initiatives through creating supportive peer networks that reinforce implementation efforts and provide troubleshooting assistance during the critical adaptation phase.
[bookmark: _Toc191665182]Event Management
Carrying out the Cultural Inclusivity Workshop successfully requires management expertise and resources pertaining to information and telemarketing; with failure to these, the exercise will not be conducted properly and with impact. Coordinating the multiple elements of the event and they are dependent on project management expertise, with a special focus on stakeholder management with the expectation of the including speakers, participants, and industry partners. According to Rawal and Banerjee (2019), which events benefit more from project managers who have high levels of cultural intelligence themselves because they can work best predicting what cultural things to consider in the planning of such events. To manage the audiovisual requirements of the workshop such as simultaneous interpretation services and virtual reality simulation setup, Zaitseva et al. (2023) identify as needed the technical production skills. Manpower in the form of experienced facilitators and hospitality background and intercultural communication background, support staff with a diverse linguistic background and technical personnel who will manage digital elements of this program is the manpower that this event would need. The marketing activities will include targeted digital campaigns through Hospitality industry associations, personal outreach to hotel training departments and social media content educating on return of expenses instead than only on compliance obligations, which resulted in 35 percent growth in engagement of diversity training programmes as per Wang and Kim (2021). To increase the practical application of training content in real world contexts, the contents of the planning process built on regular consultation with an advisory committee consisting of hospitality professionals from different cultural backgrounds to ensure all materials and activities are culturally sensitive and relevant to the current industry challenge.
	Category
	Required Skills/Resources
	Purpose

	Project Management
	Stakeholder management, timeline coordination, risk assessment
	Overall event coordination

	Technical Production
	AV management, digital platform expertise, VR setup
	Delivery of interactive elements

	Human Resources
	Facilitators, support staff, technical personnel
	Workshop delivery and support

	Marketing
	Digital campaign management, content creation, industry networking
	Participant recruitment

	Content Development
	Cultural intelligence expertise, instructional design, case study preparation
	Workshop materials

	Financial Management
	Budgeting, expense tracking, revenue management
	Financial sustainability


Table: Skills and Resources Required
[bookmark: _Toc191665183]Event Budget
The financial framework for the Cultural Inclusivity Workshop is to strategic resource allocation and revenue generation scheme that is in accordance with the event objectives while ensuring that the event will be sustained. Some key categories on the total projected expenditure of £15,000 were venue rental as £5,000 bearing in mind a central London hotel meeting for the venue that accommodates audience within proper ambience and facilities and allocation to transport (£500), speakers (£300), food and refreshments (€250) and related costs. £3,500 is faculty fee for expert speakers and leaders of workshops, which Prastiwi and Lumanauw (2022) state are needed to get such high quality presenters, having both academic expertise and professional experience within the industry of cultural intelligence. The cost for audiovisual equipment of £1,000 will support technical needs of presentations and interactive sessions; and £2,500 for catering expenses will be used to provide culturally diverse meals and refreshments in an inclusive diet accommodation practice. In terms of budget, we allocate £1,500 between the marketing activities, mainly to the digital campaign and the partnerships with the industry, following what Zhang and Hall (2020) show that the collaborations with the industry associations are the most efficient channels to reach the hospitality professionals looking to development opportunities. Summing multiple streams of revenues, including £15,000 (£100 attendees x £150 each), ticket sales; £5,000 received in corporate sponsorship from hospitality brands taking advantage of the opportunities of diversity focus, revenue totals £23,000. As supplementary workshop materials will generate an additional income of £1,000 and consulting services after the event are predicted to bring an additional £2,000, Gursoy and Sharma (2021), deriving from net profit of £8,000, suggest that they can be strategically reinvested to gas the development follow-up programs that will prolong the upstream effect of the very first workshop via extended professional development opportunities.
[bookmark: _Toc191665184]Industry Trends, Issues, and Impacts
Significant shifts on the relevance and design of the Cultural Inclusivity Workshop are occurring in this industry, the shifts being directly influenced. The first trend we have seen to emerge is the expanding globalization of travel markets, which cited Song et al. (2021) recording a 34% rise in cross-continental tourism over the past five years, thus leading to unprecedented diversity of guest profiles that urban hotels are facing. This internationality has been accompanied by the increasing guest expectations for personalized experiences and respecting their culture background and recently Harun et al., (2020) have conducted study with 67% of international travellers, who believe cultural sensitivity plays a key role for hotel selection. Meeting these expectations from the industry would be difficult: the industry has language barriers that persist, cultural knowledge that is limited among staff, and inadequate systems to deal with such things as diverse dietary requirements or cultural practice. A recent trend in cultural inclusivity efforts is technological integration with translation services, cultural briefing platforms, and AI powered guest preference systems being adopted by many leading hotel chains as Tussyadiah and Miller (2019) caution, the adoption of these technologies must enhance as opposed to replace cases of human interaction used to provide culturally sensitive service deliveries. Forging new service practices, Vrontis et al. (2022) note that due to increased physical cleanliness protocols in the post pandemic recovery, new control is needed in creating welcoming interaction with close physical contact across cultures where greeting customs heavily vary. The workshop directly addresses these trends and challenges through its curriculum, and has the potential to produce a number of positive impacts influencing industry: productively accelerated adoption inclusive service standards, construction of improved cross-cultural guest satisfaction metrics, and increased employer branding for participating companies in an industry where Lyu et al. (2020) find that 78% of hospitality students will consider a company's commitment to diversity and inclusion a primary factor in their employment decisions.
[bookmark: _Toc191665185]Situational and Cultural Considerations
Further, based on the broader contextual factors which might impact the reception and efficacy, the Cultural Inclusivity Workshop should be developed and delivered. The first part using PESTEL analysis indicates some key points like political including changing immigration policies and international relations that can greatly affect global travel pattern and contribute to workforce diversity in Hospitality Industry. Perany and Zgheib (2023) observ that geopolitical tensions between the major tourism markets can produce particular sensitivities that hospitality staff need work to manage to prevent the guest from feeling uncomfortable. Concerns of economic constraints (Khoo-Lattimore et al., 2021, p. 430), the post-pandemic fiscal difficulties that many hospitality businesses may face, and the concomitant limitation of training budgets (Ibid.), constitute economic concerns which act as a point of tension over the fact that cultural competence development is seen as absolutely important (Ibid), especially in independent hotels and smaller chains without dedicated training departments. Technology is driven by increased use of online review platforms which can expose cultural insensitivity to the public to incur significant reputational damage as well as increasing expectations both from guests and employees of inclusive service socially. The environmental considerations employed in the workshop will be sustainable catering with Pandi and Wu (2020) referring to the intersection of cultural accommodation and environmental responsibility as an emergent priority for conscientious travelers. An important aspect of legal consideration is compliance with anti discrimination legislation that varies widely from place to place where hotel chains participating in the program operate. Beyond these macro factors, specific cultural considerations for the workshop itself include ensuring facilitators demonstrate cultural humility in their presentation approaches, providing materials that respect diverse learning styles, and designing interactive activities that accommodate varying cultural comfort levels with public participation and self-disclosure, aspects that Wang et al. (2019) emphasize as critical for creating psychologically safe learning environments in cross-cultural training contexts.
	Factor
	Considerations
	Impact on Workshop

	Political
	Immigration policies, international relations
	Affects travel patterns and content sensitivity

	Economic
	Post-pandemic financial constraints, training budgets
	May limit participation from smaller organizations

	Social
	Increasing awareness of diversity issues, changing expectations
	Creates demand for inclusivity training

	Technological
	Online review platforms, translation technologies
	Influences content and delivery methods

	Environmental
	Sustainable catering practices, carbon footprint
	Opportunity to model responsible practices

	Legal
	Anti-discrimination legislation, employment regulations
	Informs content and compliance elements


Table: PESTEL Analysis for Workshop
[bookmark: _Toc191665186]Conclusion
Cultural Inclusivity in Guest Services Workshop is a planned involvement to the rising cultural intelligence requirements of the hospitality industry in a globally increasingly market. Designed to produce more inclusive guest experiences through comprehensive programming that balances theory with practice, thoughtful consideration of industry trends and contextual factors, and by first running all phases of the event cycle as if it were a full service 24 month part time restaurateur and consultant, this workshop gives hospitality professionals what they need to know in order to make these goals a reality. The budget analysis provides the details necessary to ensure that the budget is viable while ensuring a high quality of delivery, and potentially sustainable by arranging for follow activities and even a professional community of practice. Kang and Gursoy (2022) in their analysis of Diversity Initiatives in the hospitality offered that organizations that invest in cultural competence development are rewarded with great competitive advantage in the form of improving customer satisfaction, employee engagement and powerful brand reputation in an industry where personalized service is still the ultimate differentiator. The success of this workshop will also be measured beyond the immediate feedback received from participants with actual changes in service delivery in participating organizations towards a more inclusive and culturally sensitive hospitality business.
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