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[bookmark: _Toc167673149]Executive Summary
Cross-cultural knowledge of the employees within a hospitality industry is very important if the organisations within the industry want to improve the customer satisfaction. Since the hospitality industry directly connects with people from different cultural background, the employees need to handle different cultures at a time. This particular study will work on impact of cross-cultural knowledge of employees to handle customers by considering the case of Holiday Inn Sunderland. This study especially fits here because it highlights from another perspective regarding the significance of cultural intelligence in employees by focusing on the ability of such employees to accept the challenges and procedures of different cultures. For collecting and analysing the information from Holiday Inn Sunderland, the use of case study method will be seen in this report. This is a type of qualitative research that is basically looking at something or someone over an extended period of time while it is very much in action. This method will be use in analysing the cross-cultural knowledge of the employees of this organisation in terms of improving the service quality and the customer satisfaction. Since Holiday Inn Sunderland is operating in Keel Square, Sunderland SR1 3DS, UK, people from different locations and different cultural background will be coming to this hotel due to its location advantage. Therefore, obtaining customer feedback regarding the impact of cross-cultural behaviour of the employees will be easy to achieve. This study will be supported by the placement project case study and customer feedback achieved from different online media to draw a better understanding.  
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[bookmark: _Toc101999040][bookmark: _Toc167673150]Introduction 
This study will be focusing on the influence of cross-cultural knowledge of employees for handling consumers considering a case of Holiday Inn Sunderland. Cultural intelligence is very important skill in the hospitality industry because cultural intelligence plays a vital role in the customer’s service. This study especially fits here because it highlights from another perspective regarding the significance of cultural intelligence in employees by focusing on the ability of such employees to accept the challenges and procedures of different cultures (Hsiao et al., 2021). A thorough understanding of other cultures enables the workers to be able to tailor-make their services in a manner that is unique for each customer. This leads to improved service and a better customer satisfaction due to individualisation of their interaction with the customer. CQ also translates to innovation in service provision processes that provides competitive advantage to companies (Hsiao et al., 2021). Again, culture-awareness can support companies that tend to be more open and patient to employees’ needs and this makes employees’ satisfied and retention better. The main purpose of this research will be to demonstrate the need and to further emphasise the importance of cultural intelligence in ensuring better customer services and operations in the hotel and tourism industry by understanding its impact on employees in managing customers (Setiawan et al., 2021). This study will target on achieving the understanding of culture-based knowledge of the workforce within an organisation for measuring their operational activities that will assist in developing customer satisfaction. This information will be driven based on a hotel placement named Holiday Inn Sunderland which is operating in Keel Square, Sunderland SR1 3DS, UK. 
Research Aim
This research aims at identifying the impact of cross-cultural knowledge of employees to handle customers by critically analysing the placement project Holiday Inn Sunderland
Research Objectives
· To identify different cross-cultural behaviour among the employees. 
· To analyse the impacts of cross-cultural knowledge of employees to handle customers.
· To recommend different strategies to improve the cross-cultural knowledge among employees to increase employee satisfaction. 

[bookmark: _Toc167673151]Literature Review
It is important to note that CQ is one of the factors involved in enhancing service quality in the context of the hospitality industry. Prentice et al. (2020) defines cultural competence (CQ) as people’s overall performance in an intercultural setting. This skill is especially ideal for such personnel because during the course of their work they can come across customers from different cultures. According to Kimber et al. (2022), evidence of field research suggests that if employees have high CQ; customer satisfaction will increase. This is because well-rounded employees can deal with people from other cultures and turn away from potential conflicts and communication mistakes. Furthermore, CQ enables the workers not only to foresee the needs and desires of diverse cultural groups, but also to predict them more closely, which contributes to the better service quality. It is not only an advantage but the fact that services are to be provided in such a manner that they are sensitive to the different cultures is a necessity because one cannot expect to find a company that specialises in providing services to one particular culture in today’s globalised world in which it is common to have diverse customers (Poojitha et al., 2023). Thus, promulgating the use of CQ will not only contribute to better service now but also helps to set the stage for further and future improvement.
The ability to appreciate different people’s cultures is also another way through which service companies invent new strategies. Akpi et al. (2020) asserts that CQ gives an opportunity for an individual in solving a problem to use various perspectives of diverse culture. This diversity of cultures makes up for the increased diversity of ideas and solutions which result in new methods of service delivery. It has been stated by Jurásek and Wawrosz (2021) that a person with a high CQ will, for example, use his or her knowledge of the other cultures to find avenues that can be used in coming up with new services and that can meet the desires of particular cultural groups. This new idea is very vital in the hospitality industry as it assists the companies in the industry to deliver difference in the market to enable them to stand out from the rest. New value-based modes of service can also enhance customer loyalty by invoking, in its own way, the CQ approach to service.
The ability of a company to relate with different cultures correlates positively with the level of job satisfaction of employees. Jiony et al. (2021) observe that employees who have a high CQ are more effective in responding to the demands of working in a diverse workplace and thus provide a better job satisfaction than those employees who have a low CQ. The aspect of cultural intelligence has a positive impact on workers in that such workers feel less frustrated and stressed since they understand how to manage cultural diversity. Also, businesses that have a commendable focus on fostering CQ development and progress create more productive work environments for everyone. This allows for higher esteem and recognition for workers as well as encouragement of their insight into cultural practices in their societies. An analysis by Coves-Martínez et al. (2022), found that workplaces that are culturally inclusive also exhibited low staff turnover. This is because workers are more likely to stick to companies that treat cultural diversity as a priority in the workforce. And therefore, to keep the employees happy and satisfied it is easy to say that spending money on growth of CQ is the most effective strategy.
Customer retention is part of the main focus of every business and that is well enhanced with the application of CQ. New findings from Akhter (2021), may suggest that culturally intelligent workers are more effective at developing positive and stable relationships with customers. Such professionals are more capable of conducting a proper dialogue with people from various cultural backgrounds and establishing trust with customers from different social circles. Customers will come back because they feel like they are heard and have sufficient trust in the business. Nonetheless, culturally intelligent workers understand how to deal with misunderstandings or tensions among diverse cultures in a way that does not adversely affect the customer experience. According to Rajasekar et al. (2021), every type of business can achieve steadiness in its customer base through offering them a certain level of service that is consistently aware of their cultural differences. In this regard, Cultural intelligence is not only required to make a customer happy at first but required to bring the customer within the organisation again and again.
Having a sense of cultural intelligence to move up the business in a highly competitive business sector like hospitality is crucial. Based on this, Surya et al. (2020), explains that organisations that employ CQ effectively will incline towards achieving different wants of the customer base in different places around the world. These businesses can prepare their services according to cultural or social needs of different groups of customers and thus attract more customers. According to Voegeli (2021), the culturally achieved companies are also relatively more flexible and responsive as they are able to act quickly on the trends in the culture and expectations of audiences. Having the flexibility to adapt to these changes is also crucial to ensuring that a company continues to compete in a dynamic market it operates. Additionally, those who prioritise a high degree of CQ score positively on friendliness and good social responsibility which is attractive to potential customers and enhances the appeal of the business. This, however, means that organisations that want to expand their operations in the international market must construct and apply cultural intelligence in the HR department too. this is significant because the HR department is directly working with the employees within an organisation (Diop and Liu, 2020). Here, the service quality of an organisation will directly involve the employees of that organisation and having the knowledge of cultural intelligence will keep them ahead of other competitive organisations within the market. 


[bookmark: _Toc167673152]Research Methods
For collecting and analysing the information from the placement hotel, the use of case study method will be seen in this report. This is a type of qualitative research that is basically looking at something or someone over an extended period of time while it is very much in action (George, 2021). The case study approach allows individuals to study how the cultural intelligence of workers’ influence the provision of services, in addition to new ideas and happiness in the service sector specifically in the hospitality industry focusing on Holiday Inn Sunderland. The best thing about case study concept is that individuals can provide a rich source of detailed information on the subject of the interest. It allows the researchers to explore the issue and develop a deeper understanding of the real-life situation in order to find new opportunities for patterns or trends (Choi, 2022). Situation analyses also allow easier examination of the processes and the connection between the processes in a specific context. This improves the ability to realise how results depend on different factors. However, there are some weaknesses of the case study method despite the advantages of it (Waqas et al., 2021). One big problem is that the researchers might be biased because the study can be very intensive and perhaps people have different perceptions on certain topics so different people will provide differing opinions. Another weakness of case study results is their lack of transferability to other cases because case analysis may be influenced by certain unique aspects of the case under examination (Boadi et al., 2020). Another shortcoming is that following one case or a few examples of cases can consume a lot of time and money and that could restrict the study. For analysing the literature, the secondary data collection has been also ensured. In this case, different academic literatures and business reports within the hospitality industry have been used. Customer reviews from online sources have been also included. 
Here, reflection on the replacement hotel will be given and netnography analysis will be also ensured. Reflecting is a process in which a researcher is able to critically reflect upon his or her situation and study events, observations, and interactions. This enables one to uncover individual presuppositions and biases in order to get better insight into the study findings. It also enables the researcher to connect research concepts an experience in the real world and this helps him or her appreciate what the research means (Hsiao et al., 2021). On the other hand, netnography is a kind of the qualitative research that focuses on the study of people’s interaction with each other over the internet and the study of internet communities as real social structures. It will be necessary for this method to be used in order to review what people post online when it comes to reviews of hospitality services and what people talk about on social media as well as any other online materials that are related to the hospitality industry (Setiawan et al., 2021). Netnography provides greater input in terms of enhanced information about thoughts and attitudes of customers that are collected using conventional case study methods.
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[bookmark: _Toc167673154]Overview of Holiday Inn Sunderland 
Holiday Inn Sunderland has been chosen as a hotel that is typically known for both comfort and convenience which is a part of IHG Group. This hotel is located in the middle of Sunderland that makes it suitable for any businessperson because they provide meeting rooms and an exercise centre and a full-service restaurant for leisure travellers. This Hotel has approximately 50-100 employees for offering extra ordinary services to the customers (Zhou et al., 2023). These employees are connected with management-related, cleaning tasks, front desk, and food related activities within the organisation. 
[image: ]
Figure 1: Location of Holiday Inn Sunderland
Source: (guestreservations.com, 2023)
This hotel boosts diversity and cultural intelligence among the employees to ensure advance services to the customers. Sunderland hotel is unique in many ways but at the same time it is part of the wider Holiday Inn group of hotels which incorporates over 1,200 hotels dotted in different corners of the world (Irfan et al., 2022). This big network platform is useful because it allows people to exchange experience and best practices to ensure comparable quality of service. In terms of cultural intelligence and customer satisfaction, Holiday Inn Sunderland has programs that include training and service. This organisation offers services from Keel Square, Sunderland SR1 3DS, UK. This is in the central of Sunderland and therefore, this organisation gets an extra attention from the visitors coming to this city (Ameen et al., 2021). Around £4 million turnover is realised by the hotel per year. This number also involves all the income gained from the hotel’s accommodation payments, food and drink sales and other hospitality charges (Rasheed et al., 2023). Cultural intelligence and the hotel’s emphasis on ensuring positive ownership on the part of the employees has in turn enabled the hotel to boost its performance despite the fact that the service industry is quite competitive and changes in the economy impact dramatically (Kwon and Farndale, 2020). The hotel’s attainability of creating a core of its regular customers that are loyal to the high level of service related to the cultural sensitivity of this hotel is based on the turnover rate. 
[bookmark: _Toc167673155]Services offered by Holiday Inn Sunderland 
There can be found quite a lot of services at the Holiday Inn Sunderland that can be used by the leisure guests such as the 24-hour room service and the restaurant in the hotel. The hotel houses several types of rooms from basic standard rooms to luxury suites. All of them have features like high-speed internet connection, large flat-screen TVs and easily accessible workstations. This is important in order for guests to have work peace while staying in the hotel (Al-Delawi et al., 2023). Holiday Inn Sunderland is also a favourable place to hold conferences and business meetings. This includes selection of meeting rooms that are well equipped with latest AV equipment, high speed internet facilities and wide range of furnishings which can be rearranged according to requirements. 
The hotel also has a health club containing the latest fitness equipment as well as other amenities that guests can use for leisure purposes (Ma and Kang, 2020). Another advantage of staying at the hotel is the full-service restaurant which offers both foreign and local food. The menu is extensive, so there is something for everyone including vegetarians and meat lovers. People who prefer fast food, seafood, and authentic cuisine can also find items in the menu (Li et al., 2021). All rooms are equipped with room services which operate 24 hours for those who prefers to eat in their rooms. Further, Holiday Inn Sunderland is focused on services for families with children. It offers family rooms and kids’ menu. The fact that the hotel is situated in Sunderland means that one can use the right transport means to reach areas such as the shopping centres and entertainment sites. It can be useful as the beginning and the perfect point for the exploration of the city (Rezaei et al., 2020). There is also a front desk that operates for all day of the week round the clock. Personal services like the laundry, dry cleaning, free parking for guests (Nazarian et al., 2022). The fact the hotel employees speak several languages demonstrates and commitment to cultural intelligence because they are able to provide personalised services that are culturally relevant to the hotel’s clients irrespective of their origin. 
[bookmark: _Toc167673156]SWOT analysis of Holiday Inn Sunderland 
Following is a SWOT analysis of Holiday Inn Sunderland-
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Figure 2: SWOT analysis of Holiday Inn Sunderland
Source: (Min et al., 2023)
	Strengths
	Weaknesses

	Brand awareness of IHG is connected with the Holiday Inn Sunderland brand, therefore customers are assured of high quality and hence they prefer to stay at the hotel (Sarwar et al., 2020). Due to being the part of global chain IHG the reputation of this hotel is very significant within the market. The hotel is equipped with numerous customer services for different types of customers among them. Again, this includes contemporary guest rooms, spacious meeting area, gym, and cafeteria where breakfast is served. There are few miles between the hotel and the city centre and local attractions, shopping malls, and entertainment around Sunderland. This means it is perfect for both corporate and leisure customers.
	Since the organisation is focused on offering mid to premium level services, the operation cost and employee management cost of the hotel is too high (Hsiao et al., 2021). This is impacting on profit generation for this hotel. Many hotel profits are derived from business travellers and events. Therefore, the impacts of changes in business travel can disrupt the hotel industry (Paudel et al., 2021). It has wonderful services offering but it poses a challenge for it to distinguish itself from competitors including Marriott and Premier Inn in terms of the service offerings. A major weakness of this hotel is lowered occupancy in winter times as most people visit Sunderland in Summer and therefore, the hotel faces challenges during this time. 

	Opportunities
	Threats

	The global and national tourism development is creating opportunity for this hotel to obtain more customers which will directly impact on the profit generation of this organisation. Again, investing in AI-powered customer service and better booking tools would leave systems and services running smoothly and leave customers satisfied (Lam et al., 2022). The use of environmentally friendly techniques and their support for sustainability can draw customers that are sympathetic to the environment and can also boost the profile and image of the hotel. Using the annual airshow, this hotel can gather the attention of the visitors from different locations. 
	Tourists are often reluctant to travel if their financials situation is unstable, especially if it is not just a business trip, in this case, the global economic failure can impact on profit generation for this organisation (Du et al., 2023). Again, this organisation is struggling as there are large companies like Marriott and Hilton who are constantly trying to grab their market share and customer base. Further, shifts in consumer preferences such as Airbnb triggering an increase or decrease in demand can translate to changes in demand towards standard hotel bookings. A significant impact on economy due to COVID can impact on the hotel operation. 
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Following is an analysis of the external environment of Holiday Inn Sunderland-
	PEST Factors
	Description

	Political Factors
	Regulatory environment: The hospitality business in the UK is subject to intense regulation related to health and safety, working practices, and environmental protection. It ensures the safety and healthiness of the guests and workers but this also means that there is extra cost for the business operations (Eid and Agag, 2020). Effects of Brexit: Brexit has also caused the job market to become more unstable, and also less attractive to new EU members. This has increased the cost of labour and could lead to disruptions in services offered around the state (Jung et al., 2021). Support from the government: Government promotions of grants to attract people in tourism and marketing campaigns are some of the options that may help to attract more people to this region that are also good for the business of the hotel such as the Holiday Inn Sunderland.

	Economic Factors
	Stability of the economy: Owing to Brexit and the COVID-19 pandemic, the people in the UK have been unable to spend money or travel more frequently. The hotel will be influenced by attempts on the economy and financial policy to recovery the income (Zhou et al., 2023). Costs and inflation: Increasing inflation rates bring about increase in the cost of products which is normally followed by the increment in the cost of operations of the hotel and the price of goods that are sold (Koc, 2020). This is a negative implication in the profit sector if managed inappropriately. Trends in tourism: Globalisation takes place as economies in developing markets expand, and there are more people traveling to the other end of the globe to seek employment and boost incomes (BERHANE, 2021). 

	Social Factors
	Consumer preferences: Customers are developing a desire for personification and want unique experiences; now they want to explore places with experiences that only they can have (Surya et al., 2020). The Holiday Inn Sunderland is capable of addressing this issue because it has the ability to understand cultural back grounds. Demographic shifts: The service offerings of Holiday Inn Sunderland are highly influenced by millennial tourists and the increase of elderly travellers (Voegeli, 2021). To avoid stagnation, services must be unique to meet the wants of such groups. Concerns about health and safety: Currently, measuring the safety equipment of hotel businesses has become a trend for the customers (Diop and Liu, 2020). Therefore, organisations like Holiday Inn Sunderland needs to manage the safety needs of the customers. 

	Technological Factors
	Digital transformation: Introducing new technologies such as the AI-based visitor hotel, cashless check-in, and the application for hotel booking and services makes the stay easier and also helps to manage all guests easily (George, 2021). Online presence: To obtain and retain customers particularly a company has to employ digital promotions. By far the most important factor that influences consumers’ decisions when booking are online ratings and reviews (Choi, 2022). Sustainability technologies: Reducing costs by adopting policies on energy-intensive services and waste minimisation attracts tourists whose interests are in eco-friendly practices.
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Holiday Inn Sunderland competes in the region with a number of hotels that provide individualised services to customers. The following is a list of the competition that Holiday Inn Sunderland must contend with-
	Competing Hotels
	Description

	Marriott Hotel
	Marriot is a superior hotel brand that provides rooms as well as has a versatile business service department that aims to suit the needs of leisure and business customers (Boadi et al., 2020). This organisation offers premium services including a spa, high-end restaurant and meeting rooms for corporate clients.

	Premier Inn
	This is the budget-friendly hotel frequented by cost conscious travellers hence they have low prices. However, since the quality and services are premium, this hotel is popular (Waqas et al., 2021). This organisation delivering is nice rooms, simple beds and exclusively family driven natural environment.

	Hilton Garden Inn
	The Hilton Garden Inn is more of a mid-range hotel that provides rooms with all the modern facilities, on-site fitness centre, business centre, and a restaurant while still offering comfortable accommodations at a reasonable rate (Hsiao et al., 2021). Its brand image and loyalty cards work at differentiating itself from the broader clientele.
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From the review of 76 customers who have visited Holiday Inn Sunderland, it can be said that the customers are highly satisfied with the services offered by this organisation. 
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Source: Tripadvisor.com (2023)
Here, most of the customers have provided excellent and very good review based on the services obtained from the hotel. However, some of the customers were unhappy with the services obtained from this organisation but the number is too low in this case. This indicates that the organisation is focused on customer service. 
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Source: Booking.com (2023)
Here, a five-star rating has been given by a customer after staying for 4 weeks. This implies that the organisation maintains its service quality when a customer stays for a long period. The customer is highly satisfied with the employee behaviour of the organisation too. 


[bookmark: _Toc167673160]Theme Exploration
[bookmark: _Toc167673161]Current practice of cross-cultural knowledge of employees within Holiday Inn Sunderland
Present employee training activities within the hotel on cross-cultural knowledge
Holiday Inn Sunderland has aimed at enhancing the opportunity of CQ amongst its workers by implementing a robust training program. In this program, one has to attend several meetings and take several online classes concerning how one has to be culturally competent, and how to say things without offending a particular culture, among others (Pham et al., 2023). Newcomers not only get their first training during the hiring process but also develop an understanding of the company’s culture and norms. Later, they opt for the refresher courses that they attend with time to time in order to assure that they are learning. For instance, new staff is subjected to a two day compact session on customer diversity at the hotel to include aspect of culture and etiquette (Oriade et al., 2021). The hotel also utilises e-learning programs that include cultural sensitivity and allow the staff to engage in creative solutions of possible cultural issues on the job.
Rules for customer service within Holiday Inn Sunderland
The measures of customer service rules in Holiday Inn Sunderland focuses more on the viewpoint that it is essential to respect other cultures. The second rule with especial emphasis is that members of the staff should greet the guests in their native language if possible. It is friendly and makes them feel appreciated right from the outset of the meeting. In languages and communication, intensifying the interactions of the front desk staff, a basic language guide comprise of frequently used words from different languages is provided. This has also come along with other programs like the “Cultural Ambassadors” in which some of the workers are enlightened to ensure they assist both the workers and the clients on how to resolve any difference in culture (Cooke et al., 2020). Holiday Inn Sunderland always ensures that the cultural differences are not violated and are incorporated in the system as necessary. Below are some ways through which cross-cultural information becomes helpful in the day-to-day activities of Holiday Inn Sunderland-
Food and drink services: The culturally sensitive characteristics of Holiday Inn Sunderland are also evident where the restaurant offers the menus in multi-languages and people of culturally culinary requirements can access what they want (Phaladi, 2022). For instance, it notes Halal, Kosher and vegetarian meals to suit the diversity of the guests at the restaurant. Due to this, the chefs and the kitchen staff gain knowledge in the cultural implications of various foods, which assists them in preparing good meals with consideration of the culture.
Cleaning the house: The persons who clean the rooms are also taught to acknowledge and honour any cultural belongings or signs whenever guests come within Holiday Inn Sunderland. For instance, understanding the significance of some religious things guarantees compliance with the principles of care and respect towards them (Ziegler, 2021). Regarding this practice, several guests have had positive things to say about this practice as they consider it a way of honouring the cultures of other people.
Taking care of events: As for conferencing, Holiday Inn Sunderland ensures that the meeting rooms are arranged according to the cultural consciousness of the group attending a conference or cultural event. Such factors include where to locate, whether there are consume and leisure products appropriate to the local culture, and how the places are arranged (Ramati-Navon et al., 2022). For instance, once Holiday Inn Sunderland organised a business meeting for a Japanese firm, in the course of the social break, the organisation performed tea ceremonies which the delegates enjoyed.
Interaction with Guests: The individuals who socialise directly with clients on behalf of the hotel, such as the front desk and the concierge, are trained to interpret and respond to cultural signals appropriately (Adamson et al., 2021). For example, familiarising with the difference between countries about such nonverbal communication as eye contact is quite useful to steer away from lowering the quality of service due to cultural differences. They also get to learn how to avoid some cultural interactions so that satisfying the guests becomes easier.
These actions demonstrates that Holiday Inn Sunderland aims to apply the cross-cultural management strategy to improve its services delivery (Gill and Singh, 2020). The hotel goes further than meeting the needs and expectations of a wide spectrum of guests from different cultures by ensuring that they address cultural intelligence when developing and implementing their training sessions and activities.
[bookmark: _Toc167673162]The perspectives of employees within Holiday Inn Sunderland regarding cross-cultural knowledge
Holiday Inn Sunderland employees have positive responses regarding the cultural intelligence (CQ) training classes. Many workers have spoken out to state that such programs can ensure tremendous benefits in enhancing their knowledge on several cultural issues and interacting effectively with the guests from those cultures. For instance, Maria, a front desk employed, noted from her first training that it is necessary to embrace the cultural differences of the foreign guests and having the capability in addressing their concerns is also required. Again, the majority of the staff appreciates the desired refresher classes, which assists them in remaining updated as regards the prevailing norms and trends (Bäckström and Mosleh, 2021). These training programs can benefit the customers in the following ways-
Better communication: Due to the training of interpersonal communication at the beginning of recruitment revealed that most of the employees make a correlation between personal culture and the culture of the employees. For example, Tom, a concierge of the hotel, stated that nowadays he incorporates some greetings and certain sentences in more than one language which was enjoyable to the guests (Jerónimo et al., 2022). This small but meaningful action has facilitated avoiding conflict in interactions and improved foreigners’ attitude towards him thus increasing his happiness levels. Customised experience to guest: The training has assisted corporate employees to handle guests from diverse cultural backgrounds with better responses to their demands. Emma, the housekeeping supervision, added that her team can provide better services to guests if they recognise culture differences (Nejati and Shafaei, 2023). For instance, since the team with whom she works understands that there are differences in the worth of privacy in the various cultures, they ensure that there is minimal interference on the guests by booking services like cleaning companies at times that would be most appropriate to the guests. This kind of regard has been depicted by the noteworthy reviews and frequent visits by most customers. Dealing with disagreements: Employees of Holiday Inn Sunderland believe that the use of cultural intelligence, especially in terms of training, has assisted them in managing potential contentious situations or disagreements. Jack, a manager in the restaurant of this hotel was focused on the ease he had to resolve a confusion relevant to diets. By knowing that guests look for halal food and catering for their needs, he was able to find a solution that was good for both parties without being rude (Pedro et al., 2021). This contributed to the improved reputation of the hotel in terms of the quality of customer service.
[bookmark: _Toc167673163]Consumer feedback on cross-cultural practice of the employees within the hotel
Every time a customer shares his or her experience regarding Holiday Inn Sunderland, it can be seen that due to the implementation of cultural intelligence the level of service goes up. It is noteworthy that service at the hotel is ethno-sensitive regardless of the type of a facility according to the reviews and satisfaction surveys. For instance, many of the foreign guests have praised the front desk due to addressing the guests with their own language that makes them feel at home and respected (Ntalakos et al, 2022). Therefore, most of the customers have ensured positive feedback on the guest service provided by Holiday Inn Sunderland. Here, are some of the examples of favourable customer feedback on customer service of Holiday Inn Sunderland- 
Positive customer experience: One Japanese reviewer noted that due to the acquaintanceship of the working staff with Japanese behaviours, as bowing and the fact that people in Japan value personal space, their stay at the facility was much enhanced. The cultural nuances to accommodate the guest made him feel comfortable and therefore left with a very good impression and his post in social media was a very good review (Gebril Taha and Espino-Rodríguez, 2020). Another example is that a family from Middle East has expressed their satisfaction due to having Halal meal and also noted that the staff of this hotel were also praising of their eating habits. This culturally intelligent method not only address the needs of the consumers but also more than that which leads to the positive word of mouth.
Certain areas that require special attention within hotel: Although it has its many positive reviews from the customers, there were moments when not being knowledgeable enough about different cultures affected the situation for the worse when dealing with a customer. For instance, one of the Indian guests mentioned that they were offended by the housekeeping services, who entered the room without proper introduction as it is impolite in India. This situation proved that people require education in etiquette, sharing of cultures, and the art of not intruding into someone else’s space (Seidu et al., 2022). Thus, the analysis of customers feedback indicates that Holiday Inn Sunderland does well in the aspect of cultural intelligence concerning most of the aspects of management. 
[bookmark: _Toc167673164]Major challenges and the areas for development within Holiday Inn Sunderland
Looking at the cultural analysis of Holiday Inn Sunderland it is quite clear that the hotel has compensated in the present days for the lack of cultural sensitivity during the previous times, still there are some issues and flaws that need to be addressed (Tran, 2020). One of the major issues of cultural intelligence training within Holiday Inn Sunderland is that the organisation does not focus on equal training to the employees of all departments. For instance, the front desk and concierge professionals reported receiving extensive cultural training while the room service and kitchen assistants believe that the extent of the frequency and coverage of such training is significant for them too. This difference can make service quality to be inconsistent, meaning that the service standards can be varied significantly within the hotel (Rahman, 2020). Here are some of the examples of major challenges occurred within this hotel-
Misunderstandings among employees and customers: Once a Chinese guest who became offended when some cleaning services staff did not adhere to specific guidelines relating to entry into the guest’s room and, hence, personal space infringement. But that guest has provided positive review about the front desk employees. This indicates that all the employees are not getting enough training from the organisation (Dumoulin and Giacomel, 2020). Certain criteria may prove beneficial to avoid such mishaps in the near future. Therefore, the organisation must be careful regarding this. Service issue due to cultural misunderstanding: A major issues in services performance is caused by misunderstandings in cross cultural environments. For instance, during a hectic meeting where guests from different cultural background were present a particular guest was offered non-Halal foods due to confusion even though that guest had asked for halal food. This was unpalatable for the guest and these made him complain (Rafahat, 2022). This is why it is necessary to regularly train staff, which means that it is necessary to conduct various trainings and refresher courses periodically in order to make them alert all the time and recall the peculiarities of international culture. Different barriers in training: Different issues such as systemic problems of having a high staff change rate and lacking enough training materials are barriers for training (Richardson et al., 2023). Since the hotel has to hire new people constantly, it will always find itself going round the cycle of training to ensure that it has the right personnel for the job and this might prove to be cumbersome since the resources used in the training process may at some point reach their limit. 


[bookmark: _Toc167673165]Conclusion and Recommendations
[bookmark: _Toc167673166]Conclusion 
From this project, it can be seen that cultural intelligence facilitates better means of addressing customer service challenges at Holiday Inn Sunderland. By focusing on how this hotel functions in the present day, what employees’ perceptions are, and what customers have to express about the hotel, it can be understood that culture knowledge positively impacts the service delivery and the customer satisfaction index (Zhao, 2022). That is why culturally intelligent employees are at a better position to satisfy the needs of a diverse group of global visitors. Therefore, customers will become happier and loyal to the organisation. However, the study also brought out that there are areas that can be improved within Holiday Inn Sunderland, for instance, there was a note on inconsistent training across departments and sometime service issues arisen from cultural blunders (Almeida et al., 2023). Dealing with these issues is crucial for sustaining the hotel as failing in maintaining cultural intelligence can create competitiveness disadvantage and its reputational damage. To achieve such goal, it is critical to ensure that all departments conform to the described training schemes, provide opportunities for continuous education and, if necessary, provide participants with special classes to refresh their knowledge, enhance monitoring of the trainees’ achievements and provide detailed feedback. If Holiday Inn Sunderland expands the “Cultural Ambassador” program and ensure that there are adequate resources to support training programs, the hotel will also be more effective in terms of knowledge of other cultures (Rane et al., 2023). This will in turn ensure that the hotel becomes more friendly environment for guests and employees alike. The intentional and strategic focus on cultural intelligence would not only serve to make customers happier but also guarantee that the business is well-managed and effective.
[bookmark: _Toc167673167]Recommendations
Here are certain areas that Holiday Inn Sunderland can improve for better performance and good management of their employees in terms of cross-cultural knowledge improvement-  
· Consistent training programs: It is important that training on cultural intelligence is provided to all individuals within the hotel including waiters, cleaning personnel and others (Alzoubi and Aziz, 2021). This can be done by devising a standard training program to ensure employees are able to understand crucial cultural practices and other aspects of sensitivity that relate inappropriately to the diverse guests. 
· Continuous learning: It is advisable to conduct training and reminding forums frequently in order to ensure that employees are conversant with the culture of the firm and new trends (Smith et al., 2022). Possessing general knowledge about one’s failure or success in multicultural interactions allows to use regular workshops and e-learning modules for acquiring new knowledge in case of new problems or ideas. 
· Improving feedback and active monitoring: Including effective administration procedures to measure the performance of cultural sensitivity programs is necessary. Asking the workers or the people who visited the place and reading what they wrote to see where the hotel can improve (Karimi et al., 2020). Some of the strategies that can be used for collecting this information include the regular polls, the feedback forms, and performance reviews that may occasionally consider aspects of cultural intelligence. 
· Mentoring programs: To continue and expand on the program, recruiting other employees from various departments of the organisation to become “Cultural Ambassadors”. These ambassadors can assist newcomers with initial undertakings and guide them on matters involving cultural issues. The latter can also contribute to establishing an organisational culture based on continuous learning and improvement. 
1. Allocating resources: The given cultural training programs should be provided with adequate financial allocation and human resources (Chernis and Adler, 2023). The training programs must function and the money must be invested into good training tools and on trainers so that quick learning is possible for all the employees. 
· Including guest feedback: It is necessary to ensure that the training actually involves guest complains about cultural sensitivity. Since guests complain on different hospitality services based on the actual issues, it will help the employees to learn the real-world cultural issues within Holiday Inn Sunderland.  

[bookmark: _Toc167673168]Reflective Account
Description: When I was placed at Holiday Inn Sunderland, I witnessed several cultural practices and events. I engaged directly with the front desk employees, cleaners and those responsible for events. This was simply enlightening and gave me a clear picture of how cultural practices are incorporated in the commons. In addition to assisting the front desk amid check-ins, I aided the staff in managing the requests and coordinating events for the guests. I also attended some trainings on culture, and thus comprehended the hotel’s policy on issues of cultural responsiveness. From this job I was able to witness how much the hotel is really supportive on cultural sensitivity matter and how it increases its impact on service provision.
Feelings: Initially, I was happy with the way things were shaping up but at the same time, I was worried how I would be able to blend in with colleagues at the workplace with different groups. Knowing that the hotel accommodates different cultural beliefs and practices, I was eager to know if the hotel would hold similar beliefs as I do. However, there were always issues that I feared might occur that are misunderstandings or quarrels resulting from cultural differences. Eventually, these concerns were put to rest when I observed and noted the efficacy of the cultural intelligence training programs of the hotel as well as regarding the effort exerted by the hotel staffs in order to provide for the needs of every guest. The positive outcomes of these practices influenced me in a way that made me feel more confident and motivated. This also helped me to reinforce how essential it is to have the concept of cultural intelligence.
Evaluation: All in all, the experience within Holiday Inn Sunderland was largely positive, though there are a few aspects that should be noted. The policy applied in the training of workers in cultural intelligence was evident the way the workers should receive the guests. For example, I noticed that members of the staff at the front desk eliminated this problem by ensuring that they welcomed the guests in their preferred language and also respect their culture. Some of the guests, according to their testimonials, were pleased with the ideas as it made them happier with the service given to them as guests. The events team also placed a good deal of effort into general scheduling by ensuring that cultural references were taken into consideration, generating a lot of interest from foreign clients. 
Analysis: One of the functions that could be connected to idea of appropriate service is that this hotel is paying special attention to cultural sensitivity. Through providing language guidelines and Trainings on understanding cultures, the company is providing staffs necessary equipment to ensure that they can interact better with the clients. These actions make the hotel environment friendly and ensures the guests are staying longer. However, the hotel does not provide enough training to the employees from different background. All employees including top to bottom should undergo training in this manner so that all have the tool they need to function within the cultural framework. To enhance the effectiveness of the programmes they should be more practical, containing real life scenarios and then action training models.
Conclusion: By getting placement at Holiday Inn Sunderland, I was able to learn about how cultural understanding makes a difference in the hospitality industry. Being cultured itself and supporting employees to be cultured and having some particular routine programs regarding cultural matters, has a large impact on the quality of service and the satisfaction level of guests. Here, the front desk and concierge personnel involve effectively within the cultural training programs. This helped in increased guest feedback and better service deliverables to guests. We were also able to see that these actions created a better hotel for the guests to seek shelter and the staff to serve in as well. Hence, it is clear to me that training does not always occur in the same way for all employees or even within each department as the training programs are different for different employees of the hotel. In Holiday Inn Sunderland, all employees go under comprehensive and continuous cultural intelligence training. This ensures that the hotel has a relatively high standard of service as a cyclic pattern that is easier to maintain than random fluctuations. These include a regular refresher training to staff and an ongoing provision of opportunities for professional development of these employees as a measure that would help them effectively manage the cultural diversities of the hotel. 
Action Plan: 
	Actions
	Description

	Improving cultural intelligence 
	To address the problem of having inadequate cultural knowledge, I am going to conduct several activities. Initially, I will undertake immense learning processes for cultural intelligence that focus on areas of culture, communication methods, and practices which are worthy of adoption in the provision of services to the diverse clients.

	Improving diversity management 
	I will learn about the basic different among different groups to ensure inclusive practice. Further, I will search for the ways to improve diversity management by taking classes, attending seminars, diversity management courses and interacting with people of different culture.

	Building interpersonal communication
	As for the daily-based, I will assess the feedback from the guests or coworkers and look for ways to enhance it. For further experience, I will read more books concerning other cultures, travel to different city agency, and involve myself with groups of people who are different from me so that my communication with them can be improved.

	Conflict resolution
	I will engage in team activities more to acquire this skill. further, I will invest time on working with people of different cultures. Through participation in these events, I would be well positioned in knowing how to better address other people from different cultures and avoiding cases of issues related to cultural intelligence.
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