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Executive Summary

This report is for hotel staff at Marriott Hotel in London. The purpose of this report is to help hotel staff to prepare and manage the guest experience for guests from Pakistan. Within this report there will be critical analysis of Pakistani culture and values which will be summarised, and recommendations will be produced for hotel staff to offer the best guest experience possible. Relevant theories will be researched and discussed. The Hofstede model will be discussed and cultural differences between Pakistan and the United Kingdom will be summarised, the 6 dimensions will be discussed. A table of do’s and don’ts will be created as a guidance for staff, theories that relate to the international guests experience will be discussed, 
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Introduction
This report will be examining Pakistan and its cultural sensitivity and intelligence needed for the hotel staff at Hilton hotel London. According to SHRM (2021) for businesses to be successful they must have a culture based on a widely shared set of beliefs that are supported by strategy and structure. Staff need to have knowledge of cultural awareness and sensitivity this can improve the level of both employee and guest satisfaction and can result in better reviews and improved reputation for the Hilton hotel. Staff need to be culturally aware so that they can overcome cultural stereotypes from different cultural identities to create peaceful relationships LPL, (2021), relevant theories will be discussed, and a guide for hotel staff to provide the best guest experience possible.
Globalization has affected the hospitality industry massively with people continuously traveling abroad to and from different countries, the hotel industry has many challenges when accommodating different cultural influences. With all this diversity in guests hotels need to adapt to different needs and expectations, it is crucial for hotels to understand the differences in different cultures, when understanding differences between cultures, hotels can tailor guest services and make necessary changes to products and services offered. (Ueltschy, et al, 2007) stated” that it is important for service providing companies such as hotels to realize that customer preferences are not identical all around the world. Therefore, it is important for service providers to identify the critical factors of customer preferences and incorporate these discoveries into the services they offer to satisfy their culturally diverse group of customers more effectively”. Guests decisions, day to day activities and behaviours are influenced by culture. Different cultures have different standards of service quality so therefore it is important for hotel staff to investigate requirements from different cultures.





Why is cultural intelligence and sensitivity important? 
Cultural awareness is a person’s understanding of differences between there own culture and other peoples cultures. This extends to knowing or understanding different cultures similarities and differences can affect behaviour. On the other hand, cultural sensitivity means that a person understands cultural differences and remains unbiased. Employees that work within a hotel must adapt to both cultural sensitivity and awareness to create an excellent work environment for both guest and colleagues. (Cultural Sensitivity and Awareness: 5 Things to Know, 2022)
Cultural Awareness and Sensitivity is crucial for both hotel personnel and guests visiting. International visitors have different cultures may have a different culture to the visiting country. Hotels should hire staff from different cultural backgrounds. Being aware of food requirements is very important, hotels should ensure data is correct and customer trends have been identified. 
Being attentive to customers religion and beliefs is important as many religions have strict customs, hotels should allocate personal rooms or spaces for prayer. These places should be available for 24 hours a day. Data should be collected by the hotel about religious dates e.g., Ramadan for Muslim guests.
Guests preferences are essential when allocating rooms, ensuring that guests interests are inputted into PMS systems will help with personalising an international visitors stay. Including TVs that have Arabic channels and international tv channels would be beneficial to a Muslim guest. (Cultural Sensitivity: Does your hotel cater for all? - SiteMinder, 2022).
Excellent Communication with international guests is critical in the guest service experience, hotel staff should take a respectful approach to communicating with the international guest and preparation and training is essential for hotel staff to deliver the best service possible and having the right attitude even if there is a language barrier.


When thinking about intercultural barriers it is almost impossible to learn normalities in every country when thinking about barriers to effective intercultural communication LaRay. Barna 1997) suggests that there are six barriers to intercultural communication. These are 
· Anxiety
· Ethnocentrism
· Assuming similarity instead of difference 
· Stereotypes
· Prejudice 
· Racism

When staff have the feeling of anxiety it can be because of uncertainty or fear of the unknown, this can also cause staff to focus on the feeling and mistakes will be made that can affect the communication. According to Bennetts (1993) theory suggests there are three parts to ethnocentrism these are denial, defence, and minimisation. This theory suggests that people use their own views to understand behaviours and a person’s ‘truth’ is usually determined by someone’s own values. Ethnocentrism can affect communication extremely and can lead to lack in the exchange of ideas and opinions.
It is bad practice for a hotel staff member to assume their culture is like another culture and deflect the differences. When this happens it can cause miscommunication, the best way staff can prepare for this is to attain knowledge of Pakistani culture.
Non-verbal communication is important especially for interactions with different cultures, it is important for hotel staff to gain an understanding of different cultures, and the correct body language and ‘norm’ for a Pakistani traveller. Staff members must identify whether they must change the non-verbal message they are sending so that the aim is reached. Hotel staff should be careful with perception of other cultures as different cultures gestures could have different meanings, for example in western cultures silence marks a sign of stopping a conversation but in Asian culture this means respect in an agreement or disagreement.
It is important to understand that stereotypes are the biggest factor that affects intercultural communication. When people are faced with another person stereotyping their culture, they feel like they are under attack and will work hard to defend their own identity therefore it is important to remain unbiased and ensure guests are not facing any form of judgement as this can be uncomfortable. Prejudice and racism should not be displayed as this can be very offensive.  
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Pakistani Culture and Values
Pakistan is in Southern Asia and borders China, India and Iran, the capital is Islamabad. Pakistan has a population of 203 million and the time zone is UTC +5 hours. Islam is practiced by the majority of Pakistan and oversees most of the political, legal, economic, and personal life. Muslims are obligated to pray five times a day dawn, noon, afternoon, sunset, and evening. During the month of Ramadan Muslims must fast from dawn till dusk, Muslim’s are only permitted to work 6 hours a day during this period Commisceo-global.com. (2021). According to Harry, N, (2012) Pakistani culture 
Pakistani culture is described as a collectivistic culture, Pakistan is also described as interdependent and loyal. People from Pakistani culture are social, and it is a essential part of daily life. People there rely on themselves rather than the government. Relationship forming is called ‘wasta’ turning to friends and family for help is often called this.’wasta’ gives Pakistani people a strong sense of community. Punjabis dominate Pakistan and in general are dominant and influential in the bureau and armed forces. The Punjab has been subjected to invasions from Greeks, Arabs, Persians, Mongols and the British this has influenced Punjabi culture. Pakistan’s like to class themselves as South Asian.
According to Hofstede there are 6 dimensions these are:
· The power distances
· Individualism vs collectivism
· Masculinity vs femininity
· Uncertainty Avoidance
· Long vs short term orientation
· Indulgence vs restraint
The scores for both the UK and Pakistan are displayed below to form a comparison between the two countries, 

Pakistan’s score is in blue and the United Kingdom in purple.
The power dimension is the measure of Pakistan’s inequality that is accepted by people within society, a high score usually means society accepts a high level of inequality and a low score indicates society does not accept inequality. Pakistan displays a medium score making it hard to determine how inequality affects society in Pakistan.
The individualism vs collectivism dimension is about the strengths of ties people from Pakistan have to others within the community. Pakistan has a low score of 14, countries with scores this low usually come from a collectivistic society and remain loyal to people that belong to the group, people usually take care of one another’s wellbeing.
[bookmark: _Hlk97291178]Masculinity versus femininity refers to the distribution of roles between the genders which is another fundamental issue for any society to which a range of solutions are found’ (Hofstede and Hofstede, 2009a). Femininity refers to the values such as quality of life and caring for one another. Pakistan scores 50 on this dimension this is another medium score which means its hard to determine how society in Pakistan react to femininity and masculinity. The Uncertainty Avoidance dimension refers to how members of culture feel threatening by unknown events.
Pakistan scores 70 in this dimension this displays whether society in Pakistan have a high probability of avoiding uncertain situations, this type of culture has created beliefs to avoid these types of situations. There is also a emotion need for rules to be put in place. Punctuality is the norm, in Pakistan culture and security is important part of this cultures motivation.
Long term orientation vs short term orientation dimension is how society keeps past experiences and links this to present and future experiences. Pakistan has a score of 50 in this dimension making it hard to understand if Pakistan prefer to maintain past traditions or take a modern approach to present situations.
The indulgence dimension involves how society manages impulses and desires. Pakistan is said to have a restrained society; therefore, Pakistan have scored 0 on this dimension, many people in Pakistan are Muslim and this religion is said to be very strict on indulging in unorthodox activities. (How hotels can cater to Muslim guests, 2022)
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	Do’s
	Don’ts

	Show a knowledge of Islam
	Criticize Islam

	Communicate clearly and often
	Avoid sarcasm and in sensitive humour

	Look at things from the guests point of view
	Show impatience

	Make yourself familiar with family arrangements and the positions of men and women
	Do not talk about Kashmir

	Having a basic knowledge of Urdu is beneficial
	Do not be judgmental or have biased views about Islam or Pakistan

	Make the guest aware of the religious facilities in the hotel 
	

	
	

	
	

	
	

































Conclusion
To Conclude international Visitors from Pakistan should be treated with respect and staff should reserve any judgements on religion or views they have. compared to UK culture Pakistani people are very restrained, even though most of the Hofstede scores gave uncertain results, it is evident that Pakistani people are very reserved because of their culture. when preparing a for a Pakistan visitor at Hilton hotel it important to fulfil religious requirements as well as guest experiences, when hotel staff communicate there should be care taken with both verbal and nonverbal communication, offering prayer rooms and making halal food available are options that must be made available for Muslim travellers. Offering prayer mats, prayer timetables prayer dresses for ladies would also be a bonus as many hotels offer this. Having the Quran readily available in rooms and directions to the nearest mosque is essential. Having facilities during the Ramadan month is a added service that Muslims expect such as dates and water. Hotels that also provide Halal room service menus, a list of all the Halal restaurants in the area as well as transport to local mosques tend to get repeat visits from Muslim travellers. Care should be taken with in room TVs, staff should ensure that room TVs have no casino or adult tv stations.
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