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Executive summary
The study identified that culture refers to specific values, beliefs, communication styles, and so on for different cultures and cultural awareness refers to providing responses to people from different cultures by understanding their behaviours.  Premier Inn Hotel is the largest hotel chain in the UK which has 45% of guests from China and 12% from Italy among foreign guests. By analysing both Hofsteds and Halls's cultural dimensions identified that the marketing department, customer service department, HR department, and so on need to have sensitivity towards cultural differences between UK, Italian, and Chinese cultures and take measures. Such as recruiting male managers, providing training to employees, and enabling discount offers on family packages to gain customer satisfaction.  Employees of Premier Inn Hotel need to use PPE and need to gain active listening skills to effectively ensure a positive influence on guests from China and Italy. 
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[bookmark: _heading=h.gjdgxs]Introduction
The study aims to gain an understanding that how cultural knowledge helps the hotel serve international customers effectively. The study focuses on the implementation of the Hofstede cultural model to analyse cultural differences and cultural norms and requirements so that could understand sensitivity towards culture which need to focus by the hotel organization to treat effectively to their international guests. The study focuses on Premier Inn Hotel which is the largest hotel chain in the UK and has approximately 800 hotels in the UK which enable 72000 rooms where both national and international customers get accommodation among international visitors to Premier Inn Hotel approximately 45% are from China and 12% are from Italy (Kenneth, 2023). 
[bookmark: _heading=h.30j0zll]What is Culture?
According to Iulia-Cristina (2021), culture is a broad knowledge which integrates arts, values, morality, beliefs, behaviours, and institutions which remain different based on the different cultures. For example, dress style is different for different cultural people. Also, the food habits of people, communication styles, behaviours, architectural styles, and traditions in different cultures remain different (Moran, 2018).
[bookmark: _heading=h.1fob9te]What is Cultural Awareness
Cultural awareness refers to the respective behaviours towards similar or different cultural behaviours, communication styles, beliefs, food habits, and so on (Samovar, 2009). Because different cultures have different communication styles and languages so awareness about different languages so that one could communicate with people from a different culture by respecting their cultural values, language, and behaviours is called cultural awareness (Timm, 2011). 
[bookmark: _heading=h.3znysh7]Geert Hofstede – National Cultural Dimensions
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Figure 1: Hofstede’s cultural dimensions for China and UK.
Source: (Iulia-Cristina, 2021).
Power distance: The power distance level in the UK is only 35, in Italy has 50, and in China has 80 which means the culture of China refers to inequality within society, Italy refers medium situation, but the UK has equality within society (Brown, 2013). That causes the male guests from China who visit Premier Inn Hotel mostly to have stereotypical behaviours towards female employees but Italian does not have stereotypical behaviour. So, the customer service department of Premier Inn Hotel needs to have awareness of this behaviour of guests and should enable male employees to welcome guests from China (Jandt, 2016). 
Individualism vs. collectivism: The individualism index level of China is only 20 but the UK and Italy have 89 and 76 which means China people focus on a collectivist culture which refers to the positive behaviour of China people towards their family members But Italian focus on individualism (Frew and White, 2019). So, by understanding this behaviour of China and Italian people the marketing department of the UK could provide discount offers both on family packages and individual stays to stay at Premier Inn Hotel. That will attract guests from both Italy and China to purchase packages from the hotel. 
Masculinity vs. femininity: UK, Italy, and China have 66, 66, and 70 index levels for masculinity culture which presents that China, Italy, and UK focus on male dominant society (Mackay, 2011). So, by respecting the culture of China and Italy, Premier Inn Hotel should recruit male managers for the front office department who directly conduct with guests effectively by positively creating a psychological influence on customers (Lewis, 2008). That is a contemporary cultural issue of China and Italian culture which will create a barrier to diversity within Premier Inn Hotel.
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Figure 2: Culture of Italy.
Source: (Trupiano, 2020).
Uncertainty avoidance: Both UK and China have uncertainty avoidance levels are 35 and 30 which are closer that refers the UK and China people love to take risks rather than thinking to avoid risk But Italy has an uncertainty avoidance level of 75 (Iulia-Cristina, 2021). That means Italy people avoid risk. So, the marketing department of Premier Inn Hotel could promote the offer of adventures at different sites to attract Chinese people along with an offer to observe the natural beauty to attract guests from Italy. That will inspire them to stay at Premier Inn Hotel. 
Long-term orientation: The index level of long-term orientation for China, Italy, and the UK are 87, 61, and 51. That means China, Italian, and UK people focus more on future rewards (Kenneth, 2023). So, this kind of behaviour of China and Italian people is creating an opportunity for the marketing and customer service department of Premier Inn Hotel where the marketing department could enable membership programs for guests from China and Italy (Rueter, 2023). Where guests from China and Italy will get long-term facilities such as discount offers on different types of packages for a long time which will inspire guests from China to visit frequently to Premier Inn Hotel which will contribute to its sustainability.  
Indulgence vs. restraint: The indulgence index level of China and Italy are 24 and 30 and the UK has 69 which means China and Italy people do not like to share their opinions with others but UK people are extroverts (Jandt, 2016). So, the Customer service department of Premier Inn Hotel could treat this kind of behaviour of guests from China and Italy by implementing a feedback facility such as creating a wall where guests will provide their comments by writing on sticky paper and hanging them on the wall (Moran, 2018). That will help to establish effective communication with guests to identify their likes and dislikes and make changes based on their preferences. 
[bookmark: _heading=h.2et92p0]High/Low Context of cultural differences by Edward Hall
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Figure 3: High/Low context of cultural differences by Edward Hall.
Source: (Rueter, 2023).
The culture of the UK, Italy, and China supports high context culture where the UK, Italy, and China people remain implicit, internationalised rules, and indirect in communication (Samovar, 2009). That is a contemporary issue of culture which could create a communication gap between employees of Premier Inn Hotel and guests from Italy and China which could cause issues to understand the needs of guests from come from China and Italy because of the nature of indirect communication (Timm, 2011). So, to achieve competency in intercultural communication the HR department of Premier Inn Hotel could provide training to employees from different departments on how to communicate effectively with guests who come from China and Italy which will help to improve customers' loyalty to the brand. 
[bookmark: _heading=h.tyjcwt]Summary
	Do’s
	Do not

	The HR department of Premier Inn Hotel needs to improve the communication skills of employees.
	The front office department of Premier Inn Hotel should not enable female managers to welcome guests from China. 

	The marketing department needs to provide discount offers on family packages for Chinese guests and discount offers for individual packages for Italian guests.
	[bookmark: _heading=h.3dy6vkm]The customer service department needs to avoid asking excess questions to guests from China because they are from restrained cultures.

	The marketing department needs to provide membership programs for guests from China and Italy.
	

	The customer service department needs to enable a feedback system for guests from China and Italy. 
	



[bookmark: _heading=h.1t3h5sf]Recommendations
Employees of Premier Inn Hotel need to improve their active listening skills because Chinese and Italian people are indirect in communication so to understand their needs and demands employees need to have active listening skills. So that effectively could listen to guests and meet their needs (Frew and White, 2019). 
Since Chinese and Italian people focus on internationalised rules such as SDG framework goals which refer to a significant goal that is Good health and well-being (Trupiano, 2020). So, employees of Premier Inn Hotel should focus on using a mask, hand gloves, and other PPE which ensure their health and safety. That will improve positive perspectives towards Premier Inn Hotel among Chinese and Italian guests. 
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