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Abstract
The present study examines the effects of culture and diversity on the team and guests in the housekeeping department at Novotel Hotel. Since cultural diversity has become more prevalent in the staff and clientele, efficiently managing it is central to organisational functionality. Therefore, this report aims to assess the impact of cultural diversity on team dynamics – collaboration, communication, and service delivery- to make recommendations where necessary. Using the secondary research method, this report sought to address three main questions – the impact of cultural diversity on the functionality of the team(s) and guests' perception of diversity, and possible ways of wedging diversity to work for the team's advantage. Insights made available showed that communication gaps and misunderstandings are experienced by culturally diverse housekeeping teams and contribute to the lack of cohesiveness. Moreover, cultural differences in cleanliness standards and expectations also affect the quality perception of housekeeping services and standards among staff members of various organisations. Culture: The aspect of culture significantly impacts the choice of service delivery and accommodation by guests. With the view to fully harness the benefits of cultural diversity, the report advises the following changes that should be made: Annually Diversity Sensitisation Camps to be launched, Inter-cultural team building activities to be encouraged, Procedures for reporting incidences of cultural sensitivity to be put in place, and Service policies which respect cultural diversity to be adopted. Strategically, managing diversity can foster teamwork, communicate consistent service quality standards to the workforce, and, in turn, help the staff to suit the guests' culture, which ultimately helps to create a competitive edge and growth. It will be crucial for Novotel Hotel to effectively employ cultural capital in talent attraction and client acquisition as it targets new markets worldwide. The recommendations offer positive suggestions for implementing diversity management plans in all departments to increase efficiency, intercultural competence, and superior guest experiences.


IMPACT OF CULTURAL DIVERSITY ON TEAM DYNAMICS AND GUEST EXPERIENCE IN HOTEL HOUSEKEEPING MANAGEMENT TEAM: A CASE STUDY OF NOVOTEL HOTEL
[bookmark: _Toc168061068]Introduction
Diversity is the order of the day in the current globalised and pluralistic environment in which the hospitality industry operates. Thus, proper management must foster positive working relations and guest satisfaction. In places where hospitality giants like Novotel have their establishments located, it is quite possible to come across a diverse working force and customers from different parts of the world, each with distinct cultural perceptions. This means there is a need for a better understanding of potential features of cultural diversity and how they may affect interactions and work organisation in teams and teams working in hotels with a focus on the housekeeping department (Andriani, Ramanayaka, and Bhatt, 2024). While offering opportunities to provide more diverse and creative solutions to serve the expanding customer base coming from different cultural backgrounds, cultural diversity poses certain risks, such as limited communication, conflicting worker Thick accents, different working paces, and dissimilar customers' expectations. This is the main reason that informs the following research objectives in the study of cultural diversity at Novotel Hotel: to understand the positive management of diversity and its impact on team energy and customer satisfaction. In this regard, it is important to explain that the current tendencies in the market and research outcomes support the relevance of the research. Supporting the authors' findings, García-Rodríguez, Dorta-Afonso, and Gonzalez-de-la-Rosa (2020) concluded that increasing diversity management in the hospitality industry improves applicants' job satisfaction and organisational commitment and, therefore, affects the guests' experiences positively. As Nguyen et al. (2022) also point out, diversity management brings employee engagement, creates a more tolerant environment in the workplace, and supports other strategic goals of organisations. Based on the aforementioned learnings, it is possible to offer Novotel Hotel some practical suggestions on how the organisation can use the diversity of culture. These include the procedure of promoting diversity sensitisation and culturally appropriate policies, as well as the creation of a diversity-friendly workplace environment. The report will seek to provide recommendations for managing diversity in the hospitality industry for the dissertation, which will add to the literature and include exploring valuable Practices and Logistics in the hotel industry. In the long run, it is possible to improve the satisfaction of Novotel Hotel's employees and the guests who interact with them through implementing effective diversity management, thus making Novotel Hotel a world-class chain of hotels.
[bookmark: _Toc168061069]Literature Review
[bookmark: _Toc168061070]Cultural Diversity and Team Performance in the Hospitality Industry
Team diversity in terms of cultural background is one of the complex factors influencing different organisational performances, especially in the hospitality industry. Cultural diversity research shows that it can be a strength since it can bring different approaches to a problem, leading to improved solutions. However, it is also a weakness due to potential miscommunication and conflict (Ely and Thomas, 2020; Stahl and Maznevski, 2021). According to Ely and Thomas (2020), cultural diversity, if well promoted, enhances creativity and analytical skills due to the richness of ideas that the workforce brings. On the other hand, Stahl and Maznevski (2021) pointed out that if not handled well, the diversity of cultures will lead to team conflicts and communication breakdowns. These conflicting effects highlight the need for effective diversity management strategies to leverage the opportunity and eliminate the negative effects. According to Nunkoo et al. (2020), cultural differences may enhance or impair the service quality and customer experience in hospitality. They found that through cultural competence, the needs of the diverse clientele are effectively addressed, thus improving the guest experience.
[bookmark: _Toc168061071]Improving Hotel Housekeeping Performance through Cultural Competence Training
Culturally competent training has now become an important solution for addressing the poor performance of hotel housekeeping departments. Research by Nguyen et al. (2022) and Kandampully, Zhang, and Bilgihan (2018) shows that effective cross-cultural training programs enable employees to prepare to work efficiently in cross-cultural environments, enabling effective cross-cultural communication within the organisation. According to Nguyen et al. (2022), providing cultural competence training to employees helps them accept diverse cultural values and norms and desensitise themselves from reacting rashly; thus, possible cultural misunderstandings are minimised. Likewise, Daskalaki (2020) established that cultural competence training enhances workflow by creating a better working culture. In the housekeeping context, this must translate to increased efficiency and quality produce delivery because the workforce is well equipped to understand the diverse needs of the guests from different cultural backgrounds. Also, cultural competence training ensures increased employee performance, satisfaction, and staff retention because minority employees feel their needs will be understood and met in a diverse environment (Sonawane, 2020).
[bookmark: _Toc168061072]Diversity Management Challenges in the Hospitality Industry: The Case of Housekeeping Departments
Working in sectors that deal with different people from various cultural backgrounds, the housekeeping departments in hotels have several specific considerations. For instance, Darban, Karatepe, and Rezapouraghdam (2022) and Asghar et al. (2021) note that since housekeeping teams are composed of people from different cultural backgrounds, conflicts might arise about communication, work ethic, and inter-professional relationships. Darban, Karatepe, and Rezapouraghdam (2022) stated that intercultural communication issues are a major factor leading to communication breakdown, hence poor team and service delivery. In addition, Asghar et al. (2021) also explain how, due to differences in culture, social norms, and values, team members will always have crossroads of some nature, which can cause problems or hinder the group's performance, cohesion, and efficiency. Thus, to meet these challenges, organisations should incorporate the best diversity management practices. Such measures include conducting diversity training daily, weekly, or monthly, enhancing policies on race, gender, and sexual orientation, and creating easily accessible means of reporting discrimination (Manoharan et al., 2021). Such measures not only help in addressing confrontation issues but also promote a pleasant political environment for housekeeping department services, friendly in the sense that it does not discriminate or alienate them but rather supports in providing the best services.
[bookmark: _Toc168061073]Theoretical Frameworks Supporting Cultural Diversity Management
Several theories give a broad perspective to tackle the issues related to cultural diversity in the context of the hospitality industry. Acculturation theories like Berry's acculturative model have proven useful in understanding adjustment processes among people from different cultures. Berry (1997) identifies four acculturation strategies: immigration, assimilation, segregation, and marginalisation. All these strategies demonstrate various degrees of contact and acculturation of other cultures with the monoculture. Holmes et al. (2021) posit that understanding these strategies can assist managers in enhancing the processes through which employees adjust culturally to create a more inclusive and counter-stressful culture in organisations. This knowledge is useful in cross-cultural theories and cultural dimensions, including Hofstede's ideas. According to Hofstede (1980), culture can be defined by power distance, individualism, collectivism, and uncertainty avoidance attributes. These dimensions, according to Rojo et al. (2020), show that culture represents the perception, interaction, and management of conflict, which is evident among employees. For instance, top-down models are more acceptable in cultures with high power distance; this influences team formation and organisation in transcultural workplaces.
Crenshaw (2021) introduced the intersectionality theory to analyse how people of different races, genders, and ethnic backgrounds are affected. This framework applies to the hotel housekeeping settings as some workers may engage in various forms of discrimination or privilege. Intersectionality enables managers to understand multiple aspects of the staff and assists in identifying the complications faced by employees due to the intersections of their social categorisations. Ely and Thomas's (2021) conceptual model of diversity management outlines such a perspective and focuses on fostering inclusive organisational cultures to enhance diversity as a source of competitive advantage. This theory postulates that there is a possibility for an increase in creativity, ingenuity, and problem-solving abilities among organisations that effectively manage diversity. This also discusses a call for changes in organisational structures and cultures to embrace diversities. Through these merged theories, the managers of hotels can create very good policies on how to enhance cultural diversity in their workplace, bringing out the best in employees and satisfying the guests (Adamovic, 2023).
[bookmark: _Toc168061074]Practical Approaches to Managing Cultural Diversity
Evaluating and adopting best practices to address organisational culture in hotel housekeeping departments is vital in promoting organisational effectiveness and guest satisfaction. One of the ways to do this is by providing diversity training programs and cultural sensitivity training (Sharma, Bideshi, and Bajpai, n.d.). These programs give employees the skills and understanding to function in diverse teams. Köllen (202 found that training that can effectively address these and similar issues aims to enhance employees' cross-cultural communication competence, decrease prejudice, and raise cultural sensitivity to improve the company's multicultural environment and employee performance (To, 2024). Interacting with staff from different cultures and encouraging them to be friendly are also methods that can be employed to show respect and bring cultural diversity into the workplace. According to Yadav and Lenka (2020), these activities help dismantle cultural barriers, make people develop trust, and improve togetherness among members. Observed through formal and informal occasions, cultural celebrations foster social interaction, enhancing the overall organisational culture and reminding employees that diversity is cherished.
As Shore et al. (2021) mentioned, the issues that should be addressed are inclusive practices, such as the religious accommodation policy that allows employees to take time off to perform their religious duties, and the anti-discrimination policy, which guarantees the employees' value and respect. Moreover, it will be useful to establish procedures for handling cultural differences and promoting understanding between employees and consumers (Chygryn, Bilan, and Kwilinski, 2020). To this end, by employing the above strategies, hotels such as Novotel can enhance their employees' satisfaction level, promote service standards' improvement, and achieve higher levels of success in multicultural environments. According to Jayanti (2023), diversity management leadership returns value to employees and correlates to increased satisfaction with diverse guest needs and expectations as employees are prepared to serve the diverse customer base. This comprehensive approach to acculturative work can help forge the hotel's identity and market position within the international tourism business.
[bookmark: _Toc168061075]Methods
[bookmark: _Toc168061076]Case Study Methodology
Case study research is a qualitative technique that gives a wealth of information within a natural context. Yin (2018) bolstered that a case study is more appropriate where the researcher carries out exploratory, explanatory ads and descriptions with the investigator in search of the dynamics of the single setting. This methodology is suitable for this research as it enables an analysis of the impacts of cultural diversity on teams and guests' experiences in the housekeeping department of Novotel Hotel. This way, the study can control factors and illuminate the distinct nuances characterising such relationships in a particular case. Carter (2020) stressed the importance of case studies, focusing on specific phenomena and features that can be described in detail and getting much more contextual information that could be missed in other methods. Another strength that can be found in the case study approach is the flexibility of the data collection process and the sources that can be used, including documents, archives, and observation, which give a considerate scope to the subject matters (Diop and Liu, 2020). This approach is suitable for this study because it uses secondary data to establish a body of knowledge and various internal reports and documents to understand the effects of cultural diversity. Nevertheless, case studies are not without flaws. The limitation is that the researcher can become involved with the research study and its analysis, which can affect the conclusions made by the study (Santoso, 2023). Lastly, the analysis can only be done for a single centre and may not be easily extrapolated to other centres or population groups. Nevertheless, the detailed and context-sensitive knowledge from case studies makes such an approach relevant for analysing multidimensional social processes, including cultural diversity, in hotel management.
[bookmark: _Toc168061077]Secondary Data Analysis
One of the leading research techniques used in this study is the collection of secondary data. Secondary data is another research data collected from existing data with a different emphasis for use by the researcher for various reasons (Warsen, 2022). Using this method is particularly useful for case studies because it enables the researchers to take advantage of vast information from other sources without the burden of going through the lengthy data collection process from scratch. The types of secondary data used for this study include journal articles, annual reports, company records of Novotel Hotel, industry reports, and other documentation forms. The purpose of analysing these sources is to give a general overview of cultural diversity and its effects on teamwork and guests. Another advantage of secondary data analysis is using precise and accurate information that would be hard or impossible to obtain otherwise (Warsen, 2022). Besides, it permits data validation from different sources, increasing the reliability and validity of the study results. One of the limitations is that the original data sources were collected for other purposes, so there is no way to know whether the data are complete, accurate, or even applicable to this study if they were not designed for that purpose (Logan, 2020). This is why the choice of data sources needs to be as thorough as possible to assess their aptness and credibility for the current study. On the other hand, the approach is cost-effective as there is no need for data collection instruments and personnel. It is efficient since it offers a detailed understanding of the effects of cultural diversity on hotel management. This work, therefore, seeks to use a case-study approach combined with reflective writing and secondary data to fulfil this objective of offering richness and depth of understanding to the set research question as a complement to the field of hospitality management.
[bookmark: _Toc168061078]Case Study Discussion: Placement Hotel Focus
Novotel Hotels is an Accor Group brand that is well-established in many areas of the world and offers mid-scale hotel services. It has operated since 1967 and currently serves over 500 properties in over 60 countries. Novotel provides services for corporate and business visitors (Abellanet Miranda, n.d.). Environmental conservation has been a significant policy at the brand, and multiple locations worldwide offer equal-quality services.
Staffing and Cultural Diversity
Staff management constitutes an essential aspect of Novotel, especially its cultural sensitivity as part of the centricity of the various brands. This means that the workforce of Novotel consists of people from many origins, which is consistent with the cultural heterogeneity of the guests that the hotel may accommodate. This diversity is the strength that helps Novotel adapt and hope to provide culturally sensitive services to guests. The employment policy about diversity ensures that the recruitment and training of hotel employees focus on the workplace equality of all employees (Tschech and Frouté, n.d.). Implementing this approach also benefits organisations with better employee satisfaction, turnover, and quality guest experience. However, staffing with culturally diverse colleagues also poses some difficulties, with a strong focus on communication barriers and a need for more unity in the team. Many people are different in culture and have various ways of doing things; hence, they may lead to conflict when the ways of doing things are different (Nicoules, 2020). To relieve these issues, Novotel provides various trainings about cultural sensitivity and team-building, enhancing employees' recognition and acceptance of different types of people. These measures were developed to improve workers' organisation and cultural competence when working with others. In this way, Novotel can create a culture that would support diversity and inclusion to increase the positive cultural impact on the staff and service quality for the guests.
[bookmark: _Toc168061079]Turnover and Financial Performance
Therefore, looking at Novotel's financial results provides a clear insight into this hotel chain's performance in the competitive hospitality industry. The appearance of innovative offers that meet guests' expectations and suitable brand positioning is critical to the brand's turnover. The performance of Novotel can be regarded as very successful and has shown significant revenue contribution to the Accor group, especially in European and Asian regions (Mrowinska, 2020). Another critical aspect of the hotel's operation is the successful combination of sustainable development and innovative actions, as the new generation of tourists appreciates these values. Although the company showed financial stability in the balance, it is crucial to note that its steady financial performance would need constant adjustment and adaptation to new conditions (Sheel, 2022). This volatility affects turnover and profitability; uncertain economic conditions, political crises, and other events like the recent COVID-19 pandemic may lead to high volatility in turnover (Sinclair et al., 2020). To manage these risks, Novotel has opted for a dynamic pricing technique and tries to maximise its occupancy rates based on its world network (Kozhukhіvska et al., 2022). Further, the current hotel spends generous resources on sales promotion to attract new customers and retain the repeat clientele. If Novotel keeps a constant check on market trends and can adjust its operations as necessary, the company's profitability need not decrease.
[bookmark: _Toc168061080]Branches and Locations
Today, Novotel occupies key positions in various cities, businesses, and resorts, making it one of the driving forces of the world's tourism industry. Novotel has a strong base in Europe, particularly France, Germany, and the UK, where rich historical and mythological culture draws many visitors. The positioning of this brand in these critical markets favours its ability to attract different calibres of guests, including business and leisure travellers (Bagdadi, 2023). The Asia-Pacific region is relatively well-developed for Novotel, with major markets including China, Australia, and Thailand. These destinations are strategic for the increased tourism and business travel arising from fast-developing Asian countries that demonstrate increased economic activity and global interconnectedness (Can and Gozgor, 2020). Novotel establishes itself in such dynamic cities as Beijing, Sydney, and Bangkok, thus guaranteeing comfort and quality for domestic and foreign tourists. In North America, some centres that house Novotel are critical cities like New York and Toronto. These are big business cities and cultural centres that provide a variety of services and accommodations for clients. These Novotel hotels bear a local cultural significance incorporated into the architectural design, although they retain the overall Novotel aesthetic and luxurious feel (Dumoulin and Giacomel, 2020). Thus, the idea of implementing local culture inclusion in the hotels is not only helpful to the guests but also empowers Novotel for the recognition of cultural diversity. This approach corroborates Kim and Kim's (2020) argument to support the notion that cultural adaptation would increase customer satisfaction within the hospitality industry.
[bookmark: _Toc168061081]Geographical and Cultural Context
The locations adopted for Novotel hotels guarantee a broad market base, satisfying business travellers in large cities and tourists in exotic destinations. The cultural sensitivity of each place is also observed in the design of the rooms, the square, the menu, and even the in-house restaurants. For instance, Novotel hotels in Asia might incorporate native food and interior design that mirrors the continent's ethos, while those in Europe will focus on avant-garde and traditional appeals. This ability to localise appropriately is a significant point in favour of the Novotel brand and has made it famous worldwide (Simorangkir and Nugraha, 2024). Moreover, Novotel chain's meals also contain local meals that meet the needs of regional guests while presenting overseas visitors with an opportunity to experience the local culture. Geographically, the places where Novotel is situated and operates are well chosen to fit the needs of the key target markets (Simorangkir and Nugraha, 2024). Approximately fifty aspects favour the choice of the locations for the new hotels, including urban locations, airports, and tourist attractions. This strategic location also helps to select colonies and those focusing solely on business travellers while targeting families and tourists seeking accommodations.
[bookmark: _Toc168061082]SWOT Analysis
Novotel has established a strong position through its pervasive network in the global market, covering 130 countries to meet the needs of a wide range of consumers. They also increase brand recognition as customers are more likely to identify with such brands. Novotel’s assets were enhanced by its focus on sustainability and providing other novelties in the sphere of hospitality (Bhasin, 2019). However, it also presents challenges, such as high operation costs that have to be met across these regions. Managing brands is also tricky when standardising brands across different markets.
Novotel presents an opportunity to venture deeper into emerging markets for better results. Since consumers are becoming more considerate and conscious about the environment, it is a perfect opportunity for Novotel to meet these requirements. New technologies also help Novotel provide better guest services and achieve organisational goals and objectives more effectively (Bhasin, 2019). However, there can be disadvantages of this type, as the decrease in the number of tourists may be caused by economic crises, which affect people’s decision to stay in hotels. Another challenge is significant competition in the mid-scale segment from budget brands, which are steadily gaining market share.
The outbreak has had a heavy toll on the travel sector, and Novotel took a hit with revenues down. Although vaccination campaigns are ongoing in many countries, the rate of return to pre-crisis indicators is still uncertain. This could affect Novotel’s expansion strategies for the next few years and should be taken seriously. As for other industries, competitors expect to increase their market share in the post-COVID-19 era, which is considered very competitive.
Advantage of the new technologies is another gap that needs to be filled for sustainable growth.
[bookmark: _Toc167844132][bookmark: _Toc168061083]SWOT Analysis
	Strengths
	Weaknesses

	Global Presence
	Operational Costs

	Strong Brand Awareness
	Standardisation Challenges

	Commitment to Sustainability
	High Competition in the Mid-Scale Market

	Innovative Services
	


· 
	Opportunities
	Threats

	Market Expansion
	Economic Downturn

	Consumer Eco-Friendly Practices
	Competition

	Technological Advancements
	Pandemic Impact



[bookmark: _Toc168061084]PEST Analysis 
PEST Analysis Table
	Political Factors
	Economic Factors

	Regulatory Compliance
	Economic Growth

	Political Stability
	Exchange Rates

	Trade Policies
	Disposable Income


· 
	Social Factors
	Technological Factors

	Cultural Trends
	Digital Innovation

	Demographic Changes
	Automation

	Health Awareness
	Cybersecurity


· Top of Form

[bookmark: _Toc168061085]The present government has encouraged the country to produce more needed products through trade and commerce policies. However, political tensions with some of the largest trading partners have resulted in trade wars, negatively impacting the cost of production in some industries. Given the unsolved aspects of the coming elections, there is also confusion about policies that could affect healthcare, technology, and other vital sectors of the economy (Makos, 2024). Also, the economy has witnessed sustainable economic growth because the gross domestic product has been rising over the last decade. They had reduced in the past; however, the effects of COVID-19 saw unemployment rates rise again. Purchasing capacity has increased for the middle- and higher-income earners but is still low for those in the lower-income-earning bracket. For the past few years, the Federal Reserve has projected that interest rates are poised to go up slowly. Globalisation and its effects are currently felt in supply chain risks and inflation. In this context, the increasing ethnic diversity in US society and cultural consciousness have become essential factors in brand management. The population is also growing old quickly, which requires the adoption of ideas to better cater to this age bracket. The culture of consumer activism is becoming potent, demanding ethical business practices from various brands. Patterns of healthy choices are equally important, affecting consumer buying behaviour in the modern world (Makos, 2024). The rise in technologies such as artificial intelligence, the Internet of Things, robotics, and blockchain can enhance Novotel services and organisational processes. Through the connection of 5G, everyone will get more innovative services and free-motion experiences. However, there is an increased frequency of cyber threats, requiring significant spending to protect data and implement security measures. Employing a well-trained workforce to take full advantage of the new technologies is another gap that needs to be filled for sustainable growth.
Competitor Analysis (Price vs. Quality)
Novotel straddles a delicate segment and competes with other mid-scale and upscale hotels such as Hilton Garden Inn, Marriott Courtyard, and Holiday Inn. Analysing Novotel's competitor data, this analysis mainly focuses on its relative pricing and quality strategy and determines ways in which Novotel can gain competitive advantages over its chief competitors.
[bookmark: _Toc168061086]Price
Swimming in a higher rank of price differentiation, Novotel aims to provide most of its services at fairly used prices while maintaining quality. Located at the Mid-Scale, Novotel retains reasonable budgets suitable for business/ leisure travellers and provides a qualitative service. A study by Han and Bai (2022) revealed that proper pricing behaviours in the hospitality sector attract as many customers as possible and ensure that rooms are filled with clients regularly. Novotel follows this strategy because the hotel seeks to achieve efficiency in its operations without compromising the quality of its services (Oo, 2023). Other competitors, like Hilton Garden Inn and Marriott Courtyard, applied the same strategies in their pricing to provide the luxury of comfort and a convenient facility at a less expensive cost than that of a luxurious hotel. These competitors also attempt to have a competitive pricing model focusing on the product's value and targeting the same demographic as Novotel.
[bookmark: _Toc168061087]Quality
As for the quality perspective, Novotel gives Mango Hotel a competitive edge by clearly focusing on cultural diversity and new services and maintaining a comfortable standard of the designed hotel in all the chosen places. The brand's focus on incorporating local mean cultural values and technology in the business improves the guests' encounters. In their study, Kandampully, Zhang, and Bilgihan (2018) found that integrating technology and culture positively impacts service quality and customer satisfaction in the hospitality industry. Thus, adaptability to different cultures is among Novotel's strategic priorities, which helps to meet the needs of its customers from various countries and regions. While all three competitors, Hilton Garden Inn and Marriott Courtyard, focus on comfort and quality of service, the uniqueness of the Novotel brand can be seen in the notion that the brand's mission statement combines cultural aspects with advanced technology experience (Karima et al., 2023). This cultural flexibility adds value to the guests and Novotel as it is becoming a global market, making it ideal for those who want an ethnic experience. In this case, Novotel constantly works on its service quality because it understands the importance of providing only the best. As Tsai, Song, and Wong (2019) stated, having and retaining quality solidity across the branches is imperative to foster brand recognition and, thus, repetitive patronage. Therefore, Novotel's vision of utilising technology and embracing cultural differences puts the company in a better light than its competitors, allowing it to provide guests with a novel and culturally engaging experience. These strengths, coupled with recent trends that see Novotel positioning itself as more of a value-for-price offering, lock it in a position of credibly competing in the mid-scale and upscale segments of the hotel industry.
[bookmark: _Toc168061088]Theme Exploration: Impact of Cultural Diversity on Team Dynamics and Guest Experience at Novotel Hotel
[bookmark: _Toc168061089]Introduction to Cultural Diversity in Hospitality
Diversity within the hospitality sector must be noticed within teams, particularly in international chains such as Novotel. The globalising trends in the hospitality industry result in a diverse and multicultural workforce, which has benefits and drawbacks (García-Rodríguez, Dorta-Afonso, and Gonzalez-de-la-Rosa, 2020). Cultural diversity can create a more varied, abundant pool of ideas and increase the potential solutions to a problem through the cognitive surplus derived from varied angles of thinking (Ely and Thomas, 2020). However, diversity leads to a creative setting where various perspectives can contribute towards solutions and better service delivery in this highly competitive hospitality industry. Nonetheless, cultural diversity has been associated with certain advantages for organizations, provided organisational culture management undertakes mechanisms to control conflict and communication breakdown, which may occur due to cultural differences (Verbeke, 2021). Ethnocentric assumptions, language, values, and concepts also pose significant challenges to effective communication between cultural groups and can lead to unproductive teamwork (Hofstede, 1980). However, these challenges may also affect guests whom members of the staff serve; in this case, any offence to the cultural features of the guests is likely to lead to dissatisfied guests and low guest loyalty (Kandampully, Zhang, and Bilgihan, 2018). Hence, diversity management in its broadest sense, like cultural competency training and inclusive regulations, should be utilized to enhance the value of cultural Diversity (Nguyen et al., 2022).
[bookmark: _Toc168061090]Theoretical Perspectives on Cultural Diversity
Several theoretical perspectives are critical for analyzing and addressing cultural diversity in organisations. Cultural dimensions theory by Hofstede (1980) is often used since it defines how culture determines organisational behaviour. Hofstede outlines dimensions like individualism-collectivism and power distance that might influence relationships and interactions, management teams and processes, and work environments in various organisations (Hofstede, 1980). For example, colleagues from collectivistic organizations may be concerned with the general working group's agreement and coherence. In contrast, members from individualistic traditions will likely emphasize individual performance and self-direction more. Various strategies proposed by Berry (1997) for acculturation help enhance intercultural contact and mitigate the acculturative stress of employees. Berry defined various acculturation patterns, including integration, assimilation, separation, and marginalization, that explain how persons manage cultural differences in a multicultural society (Berry, 1997). For example, integration means preserving cultural specificities and becoming an active member of a new society, supporting multiculturalism and unity.
Intersectionality theory, as propounded by Crenshaw (2021), considers the interconnectivity of social categories, including race, gender, and class, in the working environment. This theory demonstrates that diversity involves social complexity and how multiple social identities provide vexing and rich management concerns. Moreover, Ibinabo et al.'s (2023) interactional model of cultural diversity offers actual principles for building organisational diversity management and using diversity as the instrument for organisational effectiveness improvement. Cox's model focuses on organizational culture, policies and procedures regarding Diversity Management, explaining that stability in a company is achieved through organizational functions and that organisations that promote Diversity Management are likely to see increased levels of employee satisfaction, innovation and productivity (Vinayak, 2021). These frameworks offer a sound theoretical background for understanding how Novotel deals with cultural relations and variability impacts on the teams and delivering guest experience. Using these theories, Novotel could devise ways to encourage communication across cultures, minimize tensions, and assimilate the best practices for a multicultural workplace.
[bookmark: _Toc168061091]Cultural Diversity and Team Dynamics at Novotel
At Novotel, employees come from different cultural backgrounds, creating various approaches and behaviour patterns within a team. When the employee base is culturally diverse, as in this case, where people are from different countries, proper communication becomes a key to the organisation's good working order. Although there can be significant variations across cultures, such issues may create tensions and rivalry that may reduce efficiency and positive interactions in a specific team (Darban, Karatepe, and Rezapouraghdam, 2022). These challenges are amplified in the hospitality industry, especially in cooperation and communication, since they are essential to delivering quality guest services. Sometimes, cultural differences in politeness or assertiveness or exposure to different forms of non-verbal communication can cause tension between team members (Hofstede, 1980).
To tackle such issues, Novotel incorporates annual diversity sensitisation programmes to increase the staff's cultural intelligence, facilitating cross-cultural interaction (Suliman and Chen, 2022). These training sessions are rich and encompass cultural sensitivity, conflict, and communication. The purpose is to assist them in being sensitive to cultural orientations and embracing cultural diversity as the company works towards establishing how different orientations can best be incorporated into the performance of the organisational goals by the workforce. In the same vein, Kandampully, Zhang, and Bilgihan (2018) noted that such training devices are helpful for staff handling assignments across different cultures to eliminate the high likelihood of conflicts and improve working relationships. These programs focus on skills that can be applied in day-to-day engagements, like listening, being sensitive to customers' needs, and having flexible communication skills since some interactions involve people from different cultural backgrounds.
Therefore, while this research has established that Novotel has put in place several remedies to administrate diversity management at the workplace, language boundaries sometimes become apparent. Lin et al. (2022) focus on the idea that even if a corporation fosters a diverse culture, there is a need to refresh cultural competence continually. They also maintain that annual replenishment courses and extra training modules are appropriate to address the replenishment and improvement of the cultural competencies of the personnel. Moreover, observing the employees' responses to feedback so that they can look back at their experiences with the training programs can also improve these efforts. Such training fosters the corporate culture and involves the staff in a continual training process, making them ready to handle cultural problems in the workplace, which leads to a healthier working environment (Billings et al., 2021). Furthermore, the more enhanced procedural practice of the training and alteration of the training content based on these cultural issues and getting feedback from the employees can assist in the adaptation and effectiveness of the training moving forward (Manoharan et al., 2021). In addition, Novotel concentrates on training in the problem area while the hotel attempts to apply different cultural management regulations. This has led to thoughts such as establishing proper communication and conflict resolution approaches, which can assist in developing optimal channels for addressing cultural conflicts in the workplace (Darban, Karatepe, and Rezapouraghdam, 2022). These may include the standard communication and conduct policy, conflict of interest reporting and management policy, and relevant social media policies for intercultural relations. Promoting multiculturalism by hosting cultural events and conducting organisational employee parties that focus on cultural differences also fosters appreciation among team members (Bouncken, 2020). In addition to promoting fellowship, such activities may also adopt broad exposure to different cultural paradigms practised in their respective team at the workplace, thus promoting overarching cultural intelligence.
[bookmark: _Toc168061092]Impact of Cultural Diversity on Guest Experience
The subject of culture dramatically affects the experiences of Novotel's guests since each culture has its way of perceiving services and what is acceptable to them. Sonawane (2020) suggests that clients' cultural backgrounds can dictate how hospitable or welcoming they feel, how they communicate, and even how they expect services to be provided, which can affect their overall satisfaction. Through the concept of Novotel, there is adequate consideration, evident from corporate social responsibility, about cultural diversification of market demands and opportunities by providing services that suit a global market. This entails having workers who speak the guests' languages fluently, coming up with foods that people of different cultures can enjoy, and using elements of the local cultures to design the hotel's interiors and the surrounding environment (Kandampully, Zhang, and Bilgihan, 2018). Besides, they contribute to the guests' satisfaction and provide an appreciation of their cultural values, making them feel at home and thus loyal to the hotel.
However, the challenge when offering the services is the ability to deliver quality services in all the locations. As Xia et al. (2020) noted, to maintain high standards of professionalism concerning the diverse client clientele, it is crucial to provide culturally appropriate training for all staff members. This could translate into significant variations in the extent to which staff members are culturally competent and inconsistencies in the experience that different guests will receive. To this end, Novotel ensures effective cultural competence plans that enable its employees to improve their competence and handle their customers' cultural requirements (Nguyen et al., 2022). These programs focus on culture, communication, norms, and values and how to address and solve conflicts between two or more cultures. In light of this understanding, it can be argued that Novotel's efforts to provide its employees with ongoing training pave the way for the preparation of staff members towards the provision of culturally sensitive services, thus improving guest satisfaction and subsequent loyalty irrespective of the location of the hotel (Chua and Han, 2022). Understanding cultural diversity and competencies is essential to Novotel's strategic plan of providing guests with unique experiences in this diverse world.
[bookmark: _Toc168061093]Areas for Development and Improvement
While Novotel has come a long way in ensuring corporate success in managing cultural diversity, several recommendations could have been archived as follows. One potential area for improvement relates to conflict resolution, which is to enhance cultural conflict resolution tools to prevent and solve such conflicts. In their study, Asghar et al. (2021) also state that the lack of knowledge and guidelines regarding reporting and handling conflicts significantly contributes to the destructive working environment and dysfunctional teams. The recommended solutions regarding conflict management include teaching managers and employees how to manage disputes, providing opportunities for free speech, and setting group guidelines for conflict resolution (Inegbedion et al., 2020). As such, these measures can go a long way to minimise the effects of HBI and put in place a culture of respect for others.
There is also a critical need to improve cultural competencies in all fields of the hotel, such as employee selection and training, and even in service delivery and marketing. Chrobot-Mason and Ruderman (2020) claim that integrating cultural competence across the system can enhance an organisation's diversity and inclusion efforts. It is not sufficient to offer this training at the start of the job; instead, new training forms, including advanced training courses and workshops, must be pursued endlessly. The leveraging of technology can significantly support these initiatives. Web-based courses and other electronic media resources can help with staff training and development to ensure they individually can look for additional resources when needed and maintain awareness of adequate cultural competency (Koc, 2020). In addition, ensuring that cultural competence criteria are applied in the recruitment and selection process is essential to secure and maintain organisational talent to address a culturally diverse clientele.
[bookmark: _Toc168061094]Conclusions and Recommendations
[bookmark: _Toc168061095]Conclusions
This report shows how distinct differences in the cultural characteristics of Novotel's employees affect teamwork. Communication is critical to a team's success and group cohesiveness; however, cultural differences may cause misunderstandings and conflicts. In their broad sense, the purpose of diversity training activities is the same: to help employees understand different cultures and foster effective cross-cultural communication. Nevertheless, there are still occasional experiences of communication breakdowns, which implies that efforts toward implementing diverse management approaches must remain a work in progress (Darban, Karatepe, and Rezapouraghdam, 2022; Nguyen et al., 2022). Cultural diversity also significantly influences the guest experience in Novotel chain hotels. Different cultures make different demands on a host and may possess different standards for assessing the quality of service. The Policy of multiculturalism is evident at Novotel due to the services it continues to offer to the diverse clients at its facilities. However, one of the common problems that can be encountered when delivering services is the ability to provide a uniformly high-quality experience across different branches, outlets, or other locations. To ensure that the commended level of practical, cultural competence is embodied among employees, it is crucial to properly train all the staff members to recognise and address the specific needs and expectations of the guests (Sun and Yoon, 2022). The future improvement priorities for Novotel are strengthening conflict management, improving the accommodation of cultural sensitivity throughout the facility, and changing a culture of respect for the different cultural characteristics of people through more diversity training and team and cultural diversity events. To support such initiatives, it is possible to lean on technology, for instance, by using online training as part of diversity and inclusion training or technology-based communication tools (Moon, 2020).
[bookmark: _Toc168061096]Recommendations
Organisations should enhance complete, regular, and inclusive diversity training for all employees to prepare them effectively for dealing with cultural differences. Such programs should include promoting cultural sensitivity, prejudices, conflict management, and positive ways of addressing communication issues. A study by Ely and Thomas in 2020 shows that diversity training plays a critical role in cultural differences by improving team unity and minimising rivalry. Continuing the programs with the current culture and adopting employee feedback may also increase these programs' positive impact.
Improve awareness by arranging organisational cultural diversity training sessions where participants get first-hand exposure to cultural specificity. Such workshops may involve lectures, simulations involving proxies, case studies, and group discussions that assist the employees in understanding other people's feelings through real-life examples and thus enhance the efficiency of interprofessional communication. Vilkaite-Vaitone and Skackauskiene (2020) note that such would help boost the employees' proficiency in offering culturally sensitive services, increasing the satisfaction and loyalty of visitors. It would also be worthy of note to integrate guest speakers from different cultural backgrounds since they can bring about experiences from their practice and create a better understanding of the cultural diversity at the workplace.
Support cultural activities and encourage the employees of any company to embrace cultural diversity acts to enhance honour and favourable attitude toward cultural events. Cultural exchange programs, cultural events, and an employee's involvement in cultural awareness training foster a diverse workplace and promote open-mindedness toward employees of diverse cultures. Görmar (2022) explains that several activities improve working relations since they foster understanding and respect in teams, thus improving their dynamics and the general well-being of employees. It may help to create avenues through which the employees can contribute their experience and understanding of their cultural backgrounds to improve the culture of the workplace and provide individuals with a sense of identity and inclusion within the organisation.
Cross-cultural team-building sessions should be incorporated to reduce or address the conflict that affects teamwork. These may be team-building assignments, cultural inter-switchability, and other group projects aiming at equal contributions and group achievement. Song, Yoon, and Kang's (2020) study proved that these sessions can establish social connectedness for the personnel to realise that everybody is working together in the same team to tackle the problem on the table. Besides, it provides the employees with some real opportunities to acquire extra insights into the nature of cultural variations between workers and helps to enhance staff connectivity.
Set and follow standards that encourage and foster a positive, culturally appropriate approach that acknowledges and affirms diversities. This entails a proper set of approaches to addressing conflict and conflict resolution, a suitable method of airing out the conflict in an organisation, and the guidelines associated with member selection for multicultural organisations. According to Chrobot-Mason and Ruderman (2020), integrating culture change at any staff organisation's strategic level can help improve its diversity and inclusion. This realisation can support these initiatives, such as online training and applications for collaboration with colleagues and supervisors. The frequency of this assessment and the periodicity with which these policies are revised in light of employees' feedback also enhance its effectiveness.
[bookmark: _Toc168061097]Reflective Account
Through my practical training at Novotel, I could identify and interact with a culturally diverse workforce, which enriched my knowledge and understanding of culture. From personal experience, the role of cultural diversity in a working environment was exemplified by contributive differences in thinking patterns and approaches. From this experience, I have learned to be very sensitive to cultural diversity in the workplace, as much as it can be very demanding. Some key things that I noticed were the diverse communication patterns and working culture among the human resources of different cultural origins. This diversity sometimes caused conflict among the team members, but at the same time, it brought unlimited opportunities to be enriched by the information of others (Duchek, Raetze, and Scheuch, 2020). Interacting with people from different cultures has enriched me as a global citizen, and the skills of flexibility and understanding of human nature should apply to anyone working in the contemporary world. The studies show that cultural competence is paramount to enhancing team performance and realising organisational objectives (Maddux et al., 2021).
For this reason, while managing cultural diversity was rich in benefits, it also had challenges. I noticed that it was sometimes difficult to understand the needs of others due to cultural differences; hence, conflicts emerged within the team. For example, different attitudes towards status differences and formal roles resulted in conflict. Pervaiz, Li, and He (2021) noted that people from high power distance cultures usually obey authority more, while people from low power distance cultures like equality. Such a mismatch was also found to cause frustration, leading to poor performance occasionally. Solving these problems calls for effective methods of solving conflicts and repeat diversity training, as Saleem et al. (2021) pointed out. While initiating various tasks and projects in Novotel, several policies and procedures regarding Diversity Management and Non-Discrimination Policies were understandable and highly significant, and every employee should be treated equally in the workplace. It also underscored the importance of leaders engaging in environmentally constructed activities to eliminate cultural diversity as a barrier but rather as an asset to the organisations.
Another significant feature that I found pretty interesting in my placement was the aspect of culture in improving the guests' experience. This policy of catering to the customers' needs was visible through Novotel, offering customer care for different language-speaking attendants, culinary services that respected a variety of cultures, and interior designs that embraced the cultures the organisations operated. This helped me realise that integrating cultural intelligence into delivering care and services will significantly impact customer satisfaction and retention. For instance, providing certain types of meals preferred by a guest country can go a long way in making the guest feel welcome and valued. Research shows that operational and cultural service practices increase guests' satisfaction and serve as valuable references for a hotel's reputation and business development (Virto et al., 2024). This reaffirmed the notion of cultural competence not only in the enhancement of organisational and intra-team environments but also in enhancing customer satisfaction.
My experience at Novotel also taught me to learn more and adapt to cultural differences in workforce management. The trends in the hospitality industry are rapidly changing; thus, for businesses to remain competitive, they should have the latest information on these trends and ideas. I noticed that Novotel constantly extends its efforts to promote training to improve its workers' understanding of cultural distinctions and to standardise the quality of its service delivery centred in various locations. Nevertheless, it is possible to improve the given indicators constantly. For example, introducing more involvement and application-based sessions into the training programs could enhance the effectiveness of the training delivered (Manoharan et al., 2022). Another area that builds organisational capacity is using new technologies in training and communications: online training, mobile applications, and other forms of shared education and development (Moon, 2020). From this experience, I have realised that being open to constant learning is critical to becoming a successful professional in an environment that supports the idea of multiculturalism.
In conclusion, my placement in Novotel was a fruitful and intensive learning process that benefited me personally and professionally. That is where it enlightened me about the needs and challenges of multiculturalism and how to approach them when managing diverse people in the workplace. The theatre has helped me cultivate crucial competencies, including cultural sensitivity compass and flexibility, all squarely applicable in any workplace. Having had some real-life experiences at the workplace, I grasped the significance of culture, particularly when implementing a people management strategy to value all employees. This also provides a way to optimise interactions and work within teams while creating a more positive outlook for the guests staying at its establishments (Burney, 2023). Thus, I will maintain the positive changes I gathered during my placement in my future work and ensure that each organisation embraces diversity to enhance its work. This has instilled in me an understanding and desensitisation of how cultural difference affects the performance of an organisation; this gives me more reason to actively participate in promoting diversity in organisations.
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