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Introduction
The purpose of this assignment is to release information about cultural awareness having under consideration the fact that employees from hospitality industry need guidance in the providing of great services at a high quality, to the international guests. Within the assignment, a great explanation of cultural awareness and the importance of the cultural awareness in the hospitality industry will be released and after this, using two countries that are frequently visited further advices for the personnel will be provided and it will be followed by a model that is supporting all the members of staff to check the quality of the services that are provided. 
It Is important to have cultural awareness under consideration and this because of the fact that there are so many tourists coming from the worldwide, some of them coming from cultures that are not as developed so automatically their expectations and their ability of behaving is not in the best condition. As a result it is important to focus on the behaviour that the members of staff have as they should adapt to everything that is happening around them (Shames, 1988) 
[image: Cultural Diversity In The Workplace: Things You Didn't Know You ...]
What is cultural awareness& importance
Cultural awareness is seen as being the ability of adapting to different concepts, perceptions, languages, actions, beliefs, religion, sexual orientation is basically keeping away the discrimination that could appear in the society. It is important to have under consideration cultural awareness in the hospitality industry because if the personnel of hotels are culturally aware then more respect will be showed to the international guests and better ability of recognizing their values, their traditions and better realization of the decision that have been taken will be on place. Therefore, it is important to be cultural aware because the guest will feel the appreciation facing the culture it is coming from and facing them as tourists. To prove great cultural awareness, the members of staff must ensure that they are treating all the guests right and that they are not showing any differences between guests. It important to respect that guest even if it not speaking the best language and even if they have got weird plans for the holiday, it is nothing to affect you as a hospitality worker.  
Cultural awareness in hotels is also showing cultural diversity facing a lot of guests that are coming from other countries and cultural diversity is outlining the respect of to the guests that have travelled a long way to be able to arrive in the location they wanted. 
Two countries
The two countries chosen for discussion are India and America, two countries with massive differences. India is a country that has a very-well developed hospitality industry and it is a country that highly encourages holidays, technology (Social research institute, 2013) and a lot of services in order to satisfy the guests coming from anywhere. Most of the time the tourists that are going to India are couples or families and there are rare situations in which women are going on their own to India and around, this because India is considered as being unsafe for women (Sood, 2019).
When it comes to America, it is using a massive variety of technology to ensure that the guests are having the best experiences all the time they are coming to the hotels. America is used to having a lot of guests and even because of this they tend to use the profits to introduce newer and newer services all the time to keep surprising the guests that do not stop coming. 
There are not too many things to argue in relation to the employee engagement facing international guests, but there are social things that are influencing guests to not come to either America (McConnel, 2020) or India, (Fallen, 2020)
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SERVQUAL
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Do’s and Don’ts
	Do’s 
	Don’ts 

	Make sure that you outline the services such as the broadband in the room so the guest can easily notice their existence   
	Even if you are busy do never refuse a guest request as most of them cannot tolerate the waiting 

	Smile in a friendly way once the guest arrives as after a long way the guest will feel welcomed and comfortable  
	Respect the guest’s preferences especially if it asks for those preferences before coming 

	Give instructions to the guests as some of the time they may not where to look after things and they may end up without the services they wanted 
	Get in any guest’s rooms before asking if you are allowed as this can make them feel uncomfortable or in some situations even awkward. 

	Provide emergency buttons so the guests can easily inform the members of staff when they have issues 
	consider that all the guests are the same, all of them are different and they must be treated with respect and empathy all the time

	Communication is the key so never make a conversation with a guest end quickly only if you have something urgently that needs to be done excuse yourself in a respectful way.
	Use passive aggressive language and especially when there are guests from different cultures make sure that you don’t leave a rude impression. 

	When required, provide information in a way that shows patience especially to people that are coming from different cultures 
	Do not give the sensation not having any interests when providing services or when speaking with one of the guests . 

	Inform the guests about such aspects and explain to them how they work including the data protection, breakfast times, prices just to make sure that everyone is aware about the policies and rules. 
	Do not involve in departments that are not under your duty make sure that you are doing your own work and that you keep the guest interested in the hotel until the responsible colleague is coming.

	
	

	(Hcareers, 2016)
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Introduction

The purpose of this assignment is to release information about cultural awareness
having under consideration the fact that employees from hospitality industry need
guidance in the providing of great services at a high quality, to the international
guests. Within the assignment, a great explanation of cultural awareness and the
importance of the cultural awareness in the hospitality industry will be released and
after this, using two countries that are frequently visited further advices for the
personnel will be provided and it will be followed by a model that is supporting all the
members of staff to check the quality of the services that are provided.

Itls important to have cultural awareness under consideration and this because of
the fact that there are o many tourists coming from the woridwide, some of them
coming from cultures that are not as developed so automatically their expectations
and their ability of behaving is not in the best condition. As a result itis important to
focus on the behaviour that the members of staff have as they should adapt to
everything that is happening around them (Shames, 1988)

What is cultural awareness& importance

Cultural awareness is seen as being the ability of adapting to different concepts,
perceptions, languages, actions, beliefs, religion, sexual orientation is basically
keeping away the discrimination that could appear in the society. It is important to
have under consideration cultural awareness in the hospitality industry because if the
personnel of hotels are culturally aware then more respect will be showed to the
interational guests and better ability of recognizing their values. thefr traditions and
better realization of the decision that have been taken will be on place. Therefore, it
is important to be cultural aware because the guest wil feel the appreciation facing
the culture it is coming from and facing them as tourists. To prove great cultural
awareness, the members of staff must ensure that they are treating all the guests
right and that they are not showing any differences between guests. It important to
respect that guest even f it not speaking the best language and even if they have got
weird plans for the holiday, it is nothing to affect you as a hospitality worker.

Cultural awareness in hotels is also showing cultural diversity facing  lot of guests
that are coming from other countries and cultural diversity is outlining the respect of
to the guests that have travelled a long way to be able to arrive in the location they
wanted

Two countries
Further advices
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SERVQUAL

The following measurements are spread into two categories Expected Service and
Perceived Service which are fully bringing up the Perceived Service Quality and they have
been developed by Parasuraman et al 1985 which used the SERQUAL framework to define
allthe dimensions of measurements mentioned previously. The framework contains the five
measurements

“Measures of Tangibles: Guests are looking for modern technology and good structured
communication resources same as after the physical facilties which in their perspective must
be impeccable. The tangible measurements are also based on the atttude of the employees.
are giving to the customers and they will always ty to associate the experiences they have in
different hotels.

~Measures of Reliability: Is the measurement that builds trust within the guest by doing at
the right time what they are saying, for example ifthere is a product that needs to be delivered
at a specific time, then in order to build trust they are obligated to respect their timings by
showing punctuality. Next to that, an important aspect that matters a lot to the customers i
how much interest are the members of staff showing when solving the guest's issues. For
example, when an intemational guest is coming to the hotel, then it might struggle with the
language and the member of staff should be able to find a solution to avoid making the guest
feel uncomfortable

~Measures of Responsiveness: Employees must always show that they know what they are
doing by presenting a specific service before providing it to customers and to show that the
hotel they are inis amazing and reliable the services will be given at right times and in excellent
ways. To show up the personal’s abiliies the employees must know that they are never busy
to help customers o to answer to questions that are making the guests confused. This s why,
Pycraft et al, (2000) stated that, “A standard of the level of quality is the level that
describes the boundary between the concept of acceptable and the concept of
unacceptable.” Therefore, the level or responsibility coming from the employees must be
very high in order to satisfy most of the guests.

~Measures of Assurance: The way that the members of staff are behaving when providing
services in front of a guest must show confidence and high seff-esteem otherwise the guests
willfeel the insecuriy of the employee and then the guests may feel unsafe within the services
that were given to them. Also, the confidence of the employees is shown through the way they
answer to the guests

~Measures of Empathy: Is so far one of the most important aspects because empathy is the
one aspect that is building strong relationships within professional boundaries with the guests.
and automatically trust comes in and it will be easier for the members of staff to provide
services and products to people that already have the trust and comfortabilty buit. Empathy
is firstly shown through good reactions at uest's requests, as the employees must understand
the best what exact needs the customers have. When working in the hospitality and tourism
industry is very important that you know what people from different cultures expect from you
and how you must treat them
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