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[bookmark: _Toc137737517]Executive Summary
The United Kingdom staff at Marriott hotels can use the study's findings to improve their care for guests from other countries, especially those from India. According to the study (Amin and Mansour, 2019), cultural intelligence and sensitivity are necessary for employees to comprehend and tolerate cultural differences. Using Hofstede Insights' dimensions, the report examines cultural diversity in India and makes recommendations for how Marriott employees may better serve visitors of various cultural backgrounds. It is advised to be courteous to visitors, establish connections, attend to their requirements, respect their beliefs, properly explain things, and be aware of local holidays and celebrations. By adopting Indian cultural customs and standards, Marriott may be able to draw more visitors from abroad, particularly those from India.
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Marriott hotel personnel in the UK can use this research to improve foreign guest service, with an emphasis on Indian customers. The report emphasises the need for cultural intelligence and sensitivity, using cross-cultural theories and models. Hofstede Insights highlights cultural differences between India and the UK. With this information, the paper examines Marriott hotel workers in various departments and functions and suggests ways to adapt service delivery to Indian visitors' cultural norms and requirements.



[bookmark: _Toc137737519]Company Overview
One of the world's largest hotel brands, Marriott International, has a large UK customer base. Marriott is the hospitality sector leader because of its 90-year heritage, excellent service, and wide range of properties. Many Marriott hotels in the UK are in tourist hotspots and other key areas. Marriott has luxurious resorts, accessible locations near tourist attractions, and inexpensive lodgings in all price categories. UK Marriott hotel guests anticipate cutting-edge amenities (Marriott International, 2022). The hotel has high speed internet, big rooms, pools, spas, and gyms. Each consumer receives a personalised experience and excellent service. Marriott hotels in the UK prioritise getting to know their guests, providing a pleasurable stay, and exceeding expectations. Marriott offers excellent meeting and convention facilities for business visitors. In the UK, Marriott is a popular destination for social and business parties due to its well-appointed event spaces and the large range of corporate event services.
[bookmark: _Toc137737520]India (Guests’ home country and culture)
Indian traditions and culture present unique difficulties and opportunities for Marriott hotel personnel in the UK. Indian guests require cultural awareness and intelligence. Family and community are vital in India's collectivist culture. Marriott employees should respect extended families travelling together. Linked accommodations, shared eating, and family-oriented activities can boost guest satisfaction (Adler and Bartholomew, 2021).
Indians value friendship and hospitality. Marriott employees should treat Indian guests with warmth, sincerity, and respect. Recognising guests by title and surname, knowing group hierarchies, and being friendly may create a welcoming environment. India's religious prominence necessitates Marriott hotels' religious accommodations. Vegetarian, halal, and dietary needs are essential. Awareness of important festivals and events helps staff give customised experiences and pleasant gestures. Language aids communication. Even though many Indians speak English, providing essential hotel information in Indian languages shows concern and convenience. 
Marriott workers should exceed tourist expectations, anticipate needs, and deliver tailored Indian hospitality experiences (Amin and Mansour, 2019). To accommodate Indian guests, Marriott hotels in the UK must be culturally sensitive. By respecting family, valuing relationships, accommodating religious practises, respecting linguistic preferences, and embodying hospitality, Marriott can offer unforgettable experiences for Indian visitors.
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 Hofstede Insights' cultural variables study highlights the differences between India and the UK. Marriott UK workers must understand these elements to better serve Indian guests (Hofstede, 2021). Let's examine each aspect more closely:

Figure: Country Analysis (Author)
· Power Distance: India has a high Power Distance rating of 82, indicating a hierarchical culture that values prestige and authority. However, the UK gets 39, showing greater equality. Marriott staff should respect Indian guests due to cultural differences. Employees using proper titles and respecting company leaders please guests (Bhagat and McQuaid, 2019).
· Individualism-Collectivism: India scores 42 on the scale, suggesting that its values are evenly split between the individual and the group. UK culture supports freedom and autonomy, scoring 86. Indian guests want Marriott staff to respect their culture and community. Family-friendly hotels, restaurants, and activities boost guest pleasure.
· Masculinity-Femininity: India scores 45 in this category, indicating gender equality. The UK scored 90, showing a masculine culture. Marriott workers should respect gender relations. Gender-inclusive services can boost customer satisfaction.
· Uncertainty Avoidance: India scores 48 on the Uncertainty Avoidance scale, suggesting a modest tendency to avoid uncertainty. The UK is more ambiguous with a lower score of 30. Marriott workers should address Indian guests' questions simply and comprehensively. Clear directions minimise visitor anxiety and increase happiness.
· Short vs. Long-term Orientation: India and the UK have comparable results. UK scores 47, India 50. This topic examines short-term vs. long-term rewards and planning. Marriott employees should be aware that Indian customers value personal relationships and long-term commitments (Samovar, 2019). If a relationship is formed and maintained, guests are more inclined to return and suggest a business.
· Indulgence: India scores 48 on the indulgence dimension, indicating that it does not overindulge in basic human needs. The UK scored high (84), which may indicate a more permissive culture. Marriott workers should be aware of this cultural difference and serve Indian guests. Vegetarian and halal cuisines can boost visitor satisfaction.


[bookmark: _Toc137737522]Hilton Hotel’s handbook
	Do's
	Don'ts

	 Show respect by addressing Indian visitors by their titles and last names.
	Unless specifically asked to do so, refrain from utilising informal or familiar modes of address.

	Prioritise the development of personal relationships with Indian visitors through cordial interactions and genuine interest.
	When interacting with Indian visitors, don't rush or act uninterested.

	Be respectful of religious customs and give Indian visitors access to prayer rooms or other specified areas.
	Be proactive in providing individualised experiences; don't undervalue the significance of religious festivals or festivities.

	Provide halal and vegetarian meal options to accommodate dietary needs and preferences.
	Provide a variety of meal alternatives rather than presuming that all Indian guests will be vegetarians or have dietary limitations (Trompenaars and Hampden-Turner, 2018).

	Provide clear and thorough information to allay the doubts and worries of Indian visitors.
	Pay attention and actively listen to others' problems; don't minimise or ignore them.

	Recognise important Indian holidays and events, and extend considerate actions or amenities during these times.
	Refrain from underestimating the importance of Indian holidays or thinking that all Indian visitors observe the same occasions.

	Recognise and respect the idea of "Atithi Devo Bhava" (the visitor is God) by going above and beyond to satisfy visitors.
	Strive to give Indian visitors personalised experiences rather than generic or impersonal offerings.
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The paper suggests two ways Marriott hotel workers may improve international guest service, with an emphasis on Indian guests:
· Cultural Sensitivity Training: Train hotel workers, especially customer-facing staff, in cultural sensitivity. This training should address major Indian cultural characteristics, rituals, and traditions to help workers understand and modify their service offerings.
· Personalized Experiences: Encourage workers to interact with Indian guests to provide personalised experiences. Encourage them to go above and beyond regular service protocols to acknowledge holidays, provide religious amenities, and propose local activities to Indian tourists.
Marriott hotel workers may effectively adapt to Indian visitors' cultural needs and preferences by applying these tips, improving guest service and establishing great guest interactions.

[bookmark: _Toc137737524]Conclusion
Marriott staff members in the UK must develop cultural knowledge and sensitivity to provide excellent service to international guests, particularly Indians. Staff can welcome and include Indian guests by acknowledging cultural differences. Personalization, family values, religious practices, different food options, confronting uncertainty, and long-term connections are important. Cultural sensitivity training and continuing education should also be implemented to help personnel navigate cultural differences. Marriott hotels may improve client satisfaction, loyalty, and word-of-mouth by providing exceptional experiences that meet Indian guests' cultural needs.
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