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Abstract

The study investigated the effects of cultural diversity on organizational performance and
consumer satisfaction in the hospitality sector, which was noted for its multicultural staff and
customer base. A standardized questionnaire was given to a representative sample of workers
in the hotel sector to measure demographic traits, attitudes toward cultural diversity,
perceptions of inclusion, and the effects of diversity on business performance and customer
happiness. Statistical analysis was conducted on the quantifiable data to identify trends,
correlations, and the overall impact of cultural diversity on various aspects of hospitality
management. The study's findings contributed to the existing knowledge on cultural diversity
in the hospitality sector, providing insights into strategies and methods that enhance industry
efficiency and customer satisfaction. The study emphasized the importance of cultivating a
welcoming and inclusive company culture that values diversity, promotes cultural awareness,
and harnesses the unique skills and perspectives of employees from diverse backgrounds.
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Introduction

The hospitality sector, which attracts people from many different cultures, is a foreign and fast-
paced business. In recent years, racial variety has become more important in the area of hotel
management (Ali, et al., 2021). Due to globalization and more foreign tourists, it's hard for
hotel businesses to manage and use ethnic variety in a way that makes customers happy, keeps
employees engaged, and keeps them ahead of the competition (Khan, Hassan, Fahad, &
Naushad, 2020).

Language, habits, customs, beliefs, and values are just a few examples of how different cultures
show up in the hotel industry (Khan & Panarina, 2017; Neupane, 2019). This range is both
good and bad for businesses in the hotel industry. On the one hand, cultural diversity may
improve the experience of visitors by giving them different points of view, real events, and
personalized services that cater to different cultural tastes (Shavitt & Barnes, 2020). On the
other hand, if cultural differences aren't handled well, they can lead to mistakes, fights, and
trouble communicating (Taylan & Weber, 2023; Neupane, 2018).

Cultural variety is important for the hospitality industry; so many studies have been done to
look at how it affects different parts of hospitality management (Baum, et al., 2007; Ghimire
& Neupane, 2022). In these studies, the effects of cultural variety on employee performance,
customer satisfaction, service quality, company culture, and the success of a business as a
whole were looked at. Still, more research needs to be done, especially regarding ethnic variety
in the hotel industry (Seo, 2012).

The goal of this study is to fill this gap by looking at ethnic variety in hotel management. Its
goal is to find out how ethnic variety affects the connections between workers, the happiness
of customers, and the success of a company (Ficarra, Rubino, & Morote, 2020). The study will
look into the problems hotel companies face when trying to deal with people from different
cultures, such as communication problems, fights between people, and the need to be culturally
sensitive.

The study looks at the best ways that successful Nepalese hospitality businesses make use of
cultural differences to their benefit (Ghimire & Neupane, 2022). We'll find out how to
encourage equality, good communication, and cultural competence among employees, and
we'll look at how that affects worker happiness and how customers feel about the company
(Patrick & Kumar, 2012).

The results of this study give Nepalese hotel managers, lawmakers, and other people with a

stake in the business useful information and ideas. The study's results will help us learn more
about cultural diversity in the hospitality industry, especially in Nepal. They will also lay the
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groundwork for creating business practices that are culturally inclusive, improving customer
satisfaction, and having long-term success in Nepal's hospitality market.

Objective
To analyze the cultural diversity in the hospitality industry

Study Methods and Materials

The present study exhibited an objective approach (Mahat & Aithal, 2022).In this study, a
descriptive research designwas employed, which allows for the collection of data without
altering the natural environment. The researchers used random selection to ensure that every
individual in the population had an equal chance of being included in the study (Mahat &
Agrawal, 2019). This method allowed them to make valid inferences about the entire
population based on the characteristics and responses of the selected sample. The data that was
gathered was subjected to analysis using statistical software; specifically, SPSS (Statistical
Package for the Social Sciences) use frequency and percentage to determine the outcome
(Mahat & Aithal, Socio-culture and Women Career Development: References to Government
Agencies of Nepal, 2022). The participants were informed and given consent before they were
asked to participate in the survey. They were provided with precise details about the objectives
of the survey, the intended use of the collected data, and any associated risks or benefits. The
participants were made aware of their rights, including the voluntary nature of their
participation and the freedom to withdraw from the survey at any time.

Results and Analysis

Demographic

Gender status

Gender status
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Figure 1: Gender status

In the gender pie chart, the entire circle represents the total population or sample being
considered. The sector representing male largely because, they account for 52.5% of the
population. This sector covers approximately 55% of the circular area, while the remaining
portion of the circle represents females, who make up 47.5% of the population.

Age Group

Age group

M iess than 20
E20-29

30-39
W 4049

Figure 2 Age Group

The pie chart displayed the distribution of age groups among the respondents. The data showed

that 30% of the respondents were less than 20 years old, while the majority, representing 60%,

fell within the age range of 20-29. A smaller portion, 7.5%, belonged to the 30-39 age groups,

and only 2.5% were in the 40-49 age range. Overall, the data indicated that the largest age

group among the respondents was 20-29 years old, followed by those less than 20 years old.
Province

state

Figure 3: Province Group
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The population or sample being considered had been represented by the entire circle in the
given pie chart. The largest group of participants in the survey had come from the Bagmati
region, with 17 individuals, which accounted for 42.5% of the total. The Koshi region had
contributed 6 participants, making up 15.0% of the total. The remaining regions had varied
numbers of participants: Lumbini had 3 (7.5%), Madhesh had 4 (10.0%), Gandaki had 5
(12.5%), Karnali had 1 (2.5%), and Sudhurpaschim had 4 (10.0%). In total, there had been 40
participants in the survey, representing 100.0% of the total responses. The pie chart had
depicted the distribution of participants across different regions, based on the past survey data.

Marital Status

marital status

Figure 4: Marital Status

The entire circle will represent the marital status of 40 participants. It is anticipated that 8
individuals will be married, accounting for 20.0% of the total. The majority of participants,
approximately 32 individuals, are expected to be unmarried, making up 80.0% of the total.

Religion

what is your religion?
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Figure 5: Religion

The pie chart illustrates the distribution of religious affiliations among the participants.The
largest portion of the chart, accounting for 77.5% of the total, represents individualswho follow
Hinduism. Buddhism is represented by a smaller slice, making up 12.5% of the chart.
Christianity is depicted by a very small slice, representing 2.5% of the total. The Kirat religion
is represented by another slice, comprising 7.5% of the chart. The pie chart visually displays
the proportions of each religious group, emphasizing thedominance of Hinduism among the
participants.

Ethnicity

please indicate the ethnic group with which you identify.

Figure 6: Ethnicity

The pie chart represents the distribution of different ethnic groups among the participants.
Among the respondents, the largest ethnic group is Chhetri, constituting 30% of the total.
Brahmins make up 20% of the participants, while Janajati also accounts for 30% of the chart.
The Newar ethnicity represents 12.5% of the respondents, and Madhesi ethnicity comprises
5% of the total. The "Others" category is the smallest, representing only 2.5% of the
participants. The pie chart visually illustrates the proportions of each ethnic group, highlighting
the diversity within the surveyed population.

Perception towards Cultural diversity

Table 1: Do you follow the traditional cultural values of your ethnic background?

Options Frequency Percent
Never 4 10.0
Rarely follow 7 17.5
Somewhat follow 6 15.0
Mostly follow 9 22.5
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Always follow 14 35.0
Total 40 100.0
Field Survey 2023

Data presents the responses of 40 participants regarding their adherence to traditional cultural
values. Among the options provided, 10.0% stated that they never follow these values, while
17.5% rarely follow them. Approximately 15.0% indicated that they somewhat follow, and
22.5% mostly follow these values. The highest percentage, 35.0%, reported always following
traditional cultural values. It is important to note that these responses reflect the perspectives
of the surveyed participants and may vary across individuals and cultural contexts.

Table 2: would you be interested in participating in a cultural day arranged by
your workplace?

Options Frequency Percent

Definitely not 2 5.0

Maybe 15 37.5

Moderately 4 10.0

Definitely 19 47.5

Total 40 100.0
Field Survey 2023

The data provided indicates the responses of 40 individuals regarding their interest in
participating in a cultural day arranged by their workplace. Among the options given, 5.0%
responded as "definitely not," 37.5% were uncertain and chose "maybe,"” while 10.0%
expressed a moderate level of interest. The majority, 47.5%, responded positively and
expressed a definite interest in participating. It's important to note that these responses reflect
the preferences of the surveyed individuals and may vary among employees in different
workplaces.
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Table 3: Do you include people who are culturally different from yourself in
decision making process?

Options Frequency Percent
Never 4 10.0
Almost never 3 7.5
Sometimes 11 27.5
Almost always 10 25.0
Always 12 30.0
Total 40 100.0

Field Survey 2023

The provided data reflects responses from 40 individuals regarding the inclusion of culturally
different people in the decision-making process. It indicates that 10.0% responded as "never"
including them, while 7.5% stated "almost never." Approximately 27.5% mentioned including
them sometimes, and 25.0% responded as "almost always" including culturally different
individuals. The highest percentage, 30.0%, indicated that they always include culturally
different people in the decision-making process. It is important to promote diversity and
inclusivity in decision-making to ensure varied perspectives are considered.

Table 4: Do you challenge others when they make ethnic/sexually offensive

commentor joke?

Options Frequency Percent
Never 3 7.5
Almost never 2 5.0
Sometimes 17 42 .5
Almost always 13 325
Always 5 12.5
Total 40 100.0

Field Survey 2023

Based on above table, in the past, 7.5% of respondents mentioned that they never challenged
offensive comments or jokes targeting ethnicity or sexuality. Another 5.0% responded as
"almost never" challenging such remarks. Approximately 42.5% mentioned challenging them
sometimes, while 32.5% stated they "almost always™ confronted such offensive comments.
Only 12.5% of respondents indicated that they always challenged ethnic or sexually offensive
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comments or jokes. Promoting a respectful and inclusive environment involves actively
addressing offensive remarks and fostering understanding.

Table 5: Do you appreciate the richness of other's cultures and honor their events?

Options Frequency Percent
Never 2 5.0
Almost never 3 7.5
Sometimes 9 22.5
Almost always 12 30.0
Always 14 35.0
Total 40 100.0
Field Survey 2023

Based on the provided data, in the table 5.0% of respondents stated that they never appreciated
the richness of others' cultures or honored their events. Another 7.5% responded as "almost
never" doing so. Approximately 22.5% mentioned appreciating and honoring cultural events
sometimes, while 30.0% stated they "almost always" did. The highest percentage, 35.0%,
indicated that they always appreciated the richness of other cultures and honored their events.
Recognizing and respecting cultural diversity contributes to a more inclusive and
understanding society.

Conclusion

The findings of the study highlighted the effectiveness of implementing cultural diversity
committees, language banks, and organizing cultural events as strategies to promote diversity
within the workforce. It was evident that employees expressed a strong interest in learning
about different customs and cultural attributes, indicating their willingness to embrace
diversity. However, despite its significance, cultural diversity was found to be lacking full
integration into the hospitality business, emphasizing the need for increased education and
training initiatives in this area. The research primarily focused on collecting comprehensive
information about employees' backgrounds and their attitudes towards cultural diversity, which
played a pivotal role in the organization's corporate strategy. The administered questionnaire
provided valuable insights into employees' demographic details, values, and behaviors
pertaining to cultural diversity. The results revealed a wide range of attitudes towards other
cultures, highlighting the importance of cultural diversity training in fostering a cross-cultural
understanding. It is important to note that the questionnaire design could be further improved
to delve deeper into the topic and extract more comprehensive responses. Future research
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efforts should be directed towards enhancing cultural diversity training by providing specific
guidelines and practical examples that can assist organizations in cultivating positive attitudes
among both managers and employees. This research study serves as a strong foundation for
future exploration and development in the field of cultural diversity training, paving the way
for additional studies and advancements in this critical area of hospitality management. By
addressing the gaps identified in this study, organizations can strive towards creating more
inclusive and diverse environments within the industry.
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