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PROJECT FOCUS AREA:
Examine the impact of cross cultural knowledge of employees to handle customers: A critical analysis of Holiday Inn Sunderland

PROJECT AIM:
The aim of this study will be the understanding the cross cultural knowledge of Holiday Inn Sunderland employees and how it is helping to manage customer

PROJECT OBJECTIVES: (e.g. Evaluate, Identify, Determine, Recommend)
1. Find out the effect of culture based knowledge of employees in their operational activities to enhance customer’s service. 
2. Understand influence of culture in certain aspect of service to drive innovation and give businesses a competitive edge.
3. Identify the strategies of boosting employee’s satisfaction and customers retention.

RATIONALE (reasons):

This topic has focused the knowledge of employees and its impact in the operational task for satisfying customers. Employees play a critical role in the success of an organization and in today’s competitive business world they need to upgrade themself with new knowledge, techniques and system. In the hospitality industry employees cultural knowledge assets to identify specific need of customers. Because of globalization and advance technology, travelling has become an essential part of human life. Hotel holiday is an International hotel chain which receives huge amount of customers from different countries and diverse culture. It receives huge amount of customers around the world, employees cultural knowledge help to know that customer’s needs. Employees of Holiday inn Sunderland always try to provide a high level of service which is visible in comment section of their websites and different tourism related sites. All these occurred because of excellence customers service of its employees. For achieving this employees of Holiday Sunderland developed a strong cross cultural knowledge. Even for motivating the employees it always conscious about their satisfaction level to acquire this high performance from them. 




LITERATURE RESEARCH:

1. According to Sucher and Cheung (2015), cross-cultural competency and team performance are essential for organizational effectiveness. It enhance customer relationship, cultural sensitivity and cultural awareness, which directly effect team skills, team foundation, and team climate. 
2. Singh (2014) mentioned that, in every industry including the tourism, there are huge advantage of diverse culture in the workforce for example it increases employees diverse knowledge to handle customer around the world. Some significant changes are, it increases morality, strength the global business, reduce border barrier and build a strong community. 
3. Ma, Wang, and Qu, (2022) pointed out that, friendly employees play a critical role in the customer-employee exchange stage of service encounters. Diverse cultural knowledge assists employees to behave properly with the customers. 


BENEFITS:
1. Will improve better Customer relations and Retention: It will help this hotel and other hotels to understand which type of people prefer their hotel to stay. It will help to build specific customers service system. Also, they will find out which type of people are not comfortable to visit and stay in their hotel. 
2. Will strength international business success. Hotels that invest in the cross-cultural training gain a competitive edge by the effective m managing diverse teams to increase their market share. 
3. It will help to improve employee’s service knowledge and the organisation will be able to make relevant and meaningful advertising strategies for them. 
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