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	This report was prepared with the motive of providing information about cultural differences between two countries along with providing measure to staff of hotel in context to manage international guest experience. Its motive is to know how these culture difference creates impact over different departments of hospitality sector. It further explains what are the do's and don'ts that is to be followed by departments of hotel. 
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	Managing guest experience is identified as crucial for hospitality management as its is considered as biggest differentiating factor. It is required by hospitality industry to analyse the guest experience feedback in order to cornerstone the business strategy of firm. Guest experience is used by hospitality industry to evaluate the cumulative experience provided by firm to their guests. The success rate of firms in hospitality industry depends upon the quality of guest experience (Lee, Lee and Koh, 2019). The good quality of guest experience will increaser chance of incurring repetitive customers long with word of mouth, good reviews as well as customer satisfaction. The report provides measure to hotel staff regarding how to manage international guest experience within hospitality sector. The organisation chosen to better understand guest experience is The Savoy which is a reputed hotel in UK. The country chosen from which guest will arrive at The Savoy is Germany. The cultural differences between UK and Germany will be analyses and staff of The Savoy will be provided with relevant measure to improve guest experience. 
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[bookmark: __RefHeading__29_201329088]Importance of Cultural intelligence and sensitivity in hospitality sector
	It is crucial for hospitality sector to assess and reach out individuals from different backgrounds. The most important part of hospitality industry is to make employees as well as guest feel comfortable. The application of cultural intelligence and sensitivity at The Savoy leads to customer and employee comfort at hotels. It enhances employee retention, improve guest satisfaction and smooth running of business. Cultural intelligence is simply described as skills, knowledge and capability to engage individuals of different cultures in an appropriate and effective method (Kumar and Kaushik, 2018).  The presence of cultural intelligence allows hotel staff to get better understanding of that culture which is enabling them to perform their work in compassionate and positive manner with guests from various cultural backgrounds. The Savoy can improve its cultural intelligence through various methods such as hiring up multicultural workforce, asking customers to provide their input, being cognizant of cultural and language nuances, use of technology to manage management simpler, etc.  
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	There are various departments in a hotel which carry out operations at hotel and provide valuable experience to customers. The various departments of The Savoy who are responsible to provide valuable experience to international guest are given below: 
	Front office executive: The front office department is most visible department in an hotel upon entry by any guest (Lo and Yeung, 2020).  The front office executive of The Savoy is responsible for warm welcome of German guest. The do's and don'ts for front office desk are given below: 
	Do's
	Don'ts

	The front office desk should welcome German guest in their regional language. 
Make check in process easier for German guest. 
	Don't make them nervous by talking in to a louder tone. 
Don't enforce them to talk in English if they don't know the language. 


	House keeping department: The housekeeping department in a hotel is responsible for managing cleanliness in rooms of guest and public areas. The front office and housekeeping department of The Savoy works in collaboration with housekeeping department to keep all guest room up to date.
	Do's
	Don'ts

	Should treat the German guest in professional manner. 
Should answer paging in an effective manner and initiate action in order to attain request of guest. 
	Do not keep lost and found items in trolley or pantry. 
Do not throw away the lost and found items. 


	Food and beverage: The food and beverage department of The Savoy is responsible for preparing up food and beverage items for guest (Su and et. al., 2020). The food and beverage department of The Savoy  puts forwards the best service in food and drink. The food provided to German guest should be similar to those food that is eaten at Germany. 
	Do's
	Don'ts

	The food and beverage department must ask preference and taste of German guest.  
The food and beverage department of The Savoy must taste the food prepared for German guest 

	The food and beverage department of The Savoy must have skilled chefs to prepare food.
The food and beverage department must not forget to involve all those ingredients which enhance flavour in German food.  
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	It is mandatory for hotels to provide best experience to their guest so that firm can improve their brand image. All the departments in hotels should work in collaboration to provide best experience to its international guests. The hotel staff should take care of its international guests through providing them personalised services and make them comfortable. The application of cultural sensitivity in hotels enable them to provide great experience to customers and retain employees.  
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	Recommendation aid staff to eliminate mistakes and have better understanding regarding how guest experience can be enhanced. The following two recommendations are provided to hotel staff of The Savoy: 
	Initiate communication before arrival: It is the first duty of hotel representative to send mail regarding confirmation of hotel booking to guest after they have initiated a booking. This can an opportunity for staff of The Savoy to interact with guest prior to their arrival. Prior interaction with guest will enable staff of The Savoy to know needs and requirements of guests to provide them best experience. 
	Addressing guest personally: The guest will remember and get good experience when provided wit personalised experience (Nysveen, Oklevik and Pedersen, 2018). The personalised experience is considered as best way to improve stay experience of guest in The Savoy. The personal desk staff of The Savoy can be trained to welcome guest and address them with their first or last name. Staff of The Savoy can be prepared to greet guest in their regional language to give them best experience. For example the guest from Germany at The Savoy should be greeted in German language.  
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