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Executive summary
The present report highlights providing an in-depth concept about the role of the cultural intelligence and sensitivity of hotel personnel. The report focuses on Hofstede’s cultural differences to determine how effectively the company manages to maintain the cultural differences among its staff and guests. The report also focuses on how to build better customer satisfaction and a better brand image that can retain potential visitors. The topic focuses on the development of the JW Marriott hotel in the UK. 
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[bookmark: _92459hulnxim][bookmark: _Toc104315201]Introduction
The present report highlights the significance of the cultural intelligence and sensitivity of hotel personnel. The report focuses on Hofstede’s cultural differences to understand the factors that determine how effectively the firm accommodates their guests’ cultural differences. The report also focuses on how to enhance customer satisfaction and better services that retain potential visitors. The topic focuses on the development of the JW Marriott hotel in the UK. 
[bookmark: _yel0yt2u2dyx][bookmark: _Toc104315202]Role of cultural intelligence and sensitivity on hotel personnel
Cultural intelligence and sensitivity play an integral role in the development of the hotel industry. Thus, the hotel management should be aware of the fact that visitors visiting the hotels are of different cultures and views thus, the hotel managers should recruit staff from diverse cultural backgrounds (Darvishmotevali et al., 2018). This will help in promote the level of guest satisfaction and employee satisfaction as well which in turn, will lead to better brand image and recognition. JW Marriott hotels thus, abide by the hotel management strategy which has helped the company to be highly renowned across the UK and worldwide. Cultural intelligence induces an understanding of the individual’s potential to interact with other people belonging from different cultural backgrounds. It also requires cross cultural training which is considered to be an elementary factor that may influence cultural awareness. 
The hotel industry involves a wide range of diversity in its cultural aspects thus, cultural intelligence tends to develop a detailed understanding of the working pattern in other cultures (Afsar et al., 2019). This will help the hotel management to improve their business operations that suit the visitors’ choices and promote consumer satisfaction. A culturally intelligent workforce enables development of sense which plays a crucial role in bringing an equilibrium in the workforce where cultural differences become the strength in problem-solving, and enhancing the ability to respond earlier to the market deviations. This helps to induce cultural competence that will have a direct impact on building effective interaction between the staff and the guests. 
[bookmark: _76bv2724h794][bookmark: _Toc104315203]Critical evaluation of the consumer behaviour via cross-cultural theories 
In this report, Hofstede’s model of cultural differences enables several dynamics that include power distance, pragmatism, masculinity factor, uncertainty avoidance, indulgence, and individualism. In terms of the hotel industry in the UK where studies reveal that the employees of JW Marriott tend to accept the inequalities among the guests as much as their leaders exert on them. The hotel management tends to promote collectivism that contributes to the welfare of the society that caters to customer loyalty. As per the view of (Purwaningsih, 2019), the UK-based countries are highly prone towards the masculine category due to their attainment of higher competitive advantage against their rivals. The hotel evidenced that their managers tend to face a problem concerning the business outcomes that could satisfy their guests. Thus, they experience severe barriers by their inability to control the business operations though JW Marriott hotels in the UK possess high uncertainty avoidance that leads them to introduce more innovation in their business culture (Eid, and Agag, 2020). Indulgence is another major aspect where the UK market scores high on this factor which shows that the employees in the hospitality industry are more impulsive and they have the potential to control their emotions. 
Figure 1: Hofstede’s Cultural dimensions
(Source: Created by the learner)

As per the reports reveal that JW Marriott hotels in the UK have constructed over 85,000 rooms in 2021, and have achieved 4 percent net room growth. The company has successfully been able to possess about 8,000 properties and approximately 2 million rooms across over 135 countries and territories (Marriott International, 2021). Despite the pandemic, they kept increasing and working on increasing their overall productivity to stand out from the competition market. They have focused on bettering their infrastructure and customer service with better luxury visits and inducing employee engagement. They have also redesigned in order to promote customer loyalty and repetitive visits. JW Marriott has generated roughly 14 billion US dollars in 2021 from the previous years and has faced a loss by 10 billion in 2020 due to COVID 19 (Statista, 2022). 
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Figure 2: Revenue of Marriott International worldwide from 1999 to 2021
(Source: Statista, 2022)
[bookmark: _7a7s4wh8g7pr][bookmark: _Toc104315204]Strategies to accommodate guests’ specific cultural norms and requirements
The hospitality industry should be aware of the requirements of their guests, especially their food preferences. For instance, the Chinese visitors or the guests from middle-eastern countries require authentic and traditional food items and they will prefer the food to be served at their specific timings. The hotel industries need to accommodate different religious beliefs and rituals in order to retain customer loyalty as there are several religions with strict norms that the visitors need to follow despite being on a vacation. The hotel management should be very cautious about setting open spaces for their visitors to pray and spend time in silence (Statista, 2022). This will not only seek more visitors’ attention but also make their business ethical. For instance, the guests tend to prefer some entertainment for which the hotel management should be aware of their preferences like providing them with some musical programmes and dance events which can keep them thrilled. It is also very vital to understand the potential of the existing staff members as the hospitality staff are mostly from different cultures thus, the hotel management team should hire staff members from different cultures. The most common barrier is the communication gap but the most vital factor is the staff behaviour and their contribution thus, they need to be courteous which will attract the potential customers. Customer feedback needs to be recorded in order to improve the work culture and in-house practices. The staff need to be provided with adequate skills training based on the customs of their visitors as this tends to raise cultural awareness among the employees. This will boost the relationships and interaction with the potential guests. 

	Do’s
	Don’ts

	· Improve communication skills
	· Choosing one language for communication will hamper the firm

	· Diversify the recruitment policies
	· Not hiring staff from different countries

	· Challenge stereotypes
	· To focus on productivity more than customer service will drop the brand image

	· Accommodating the guests’ customs and rituals 
	· To avoid local food items only rather arranging authentic traditional cuisines as per the tastes of the guests


Table 1: Cultural differences
(Source: Learner)
[bookmark: _k568qsddix16][bookmark: _Toc104315205]Conclusion
Through the above discussion, it can be concluded that the hospitality industry highly depends on cultural intelligence and sensitivity as it helps the overall organization to maintain an effective interaction between the employees and the visitors. It is beneficial for the company. JW Marriott hotel is also likely towards the long-term orientation that helps them to manage the financial performance. The company has focused on building better infrastructure and providing better customer service which will help them achieve higher profitability and competitive advantage through customer loyalty and better services. 
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Power distance: The degree to which the employees agree to the ineualities among the guests


Individualism: The extent by which employees opt for personal goals at the expense of group goals


Masculanity: The extent by which the hotel sector celebrates the values at an expense of softer skills including courtesy 
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