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Executive Summary

It is necessary to comprehend and maintain different culture for any hospitality organizations to provide the best services. There prevail significance differences in human behavior, fashion, sharing opinions just because of different culture. Maintaining cultural diversity is very much crucial for every employee for successful hotel business. Cultural aspects of 2 different countries such as China & United States will be assessed in this report using Hofstede model. The main purpose of assessing the cultural aspects of 2 countries is to make a Hotel Handbook for the hotel staff. Hotel handbook is a key tool for customer satisfaction. 
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Understanding cultural awareness is inevitable for making the hotel business successful. The differences among life-style, behavior, attitude should be known to the hotel staff (Albro and Ivey, 2014). Quality cultural environment is created and maintained by the hotels who survive in the long run. Guests from different countries appear differently, behave differently, and expect good hospitality. So, the importance of knowing different culture is notable. China and United States both have different cultural aspects (Park, 2018). Greet Hofstede developed a cross cultural framework which is called Hofstede’s cultural dimension theory. 
[bookmark: _Toc89959184]China (Hotel Location)
The behavior of Chinese people is impacted by some cultural values which are righteousness, kindness, courtesy, loyalty, harmony and so on (Rata, 2017). Cultural values more or less influence human behavior, psychology, attitude and lifestyle. 



[bookmark: OLE_LINK1]Graph: Chinese culture through the 6-D Model

The rendered table is taken from Hofstede’s’ insights. Discussion about the table is given below:
· Power Distance: Inequalities that exists on a society are measured by Power Distance Index. In China it is acceptable if there any inequalities exist which can be stated by their score on this index (Robinson, 2014). 
· Individualism: Whether a society maintains interdependence amongst the members of that particular society is measured by the individualism index. A low score like 20 represents that Chinese people don’t believe in individual output. 
· Masculinity: Masculinity assesses that what factor keeps the people motivated to do work. Their score of 66 illustrates that they give preferences on success driven and success-oriented tasks. 
· Uncertainty Avoidance: Uncertainty Avoidance reflects that whether the members of a society avoid unpredictable events or not. The score of 30 proves that Chinese people take challenges and prefer uncertainty to certainty. 
· Long Term Orientation: Long term orientation index shows how effectively the people deals with their own past at the time of facing situations. People from China scored pretty high at this dimension which means they give value to the time and situation. 
· [bookmark: _Toc89959185]Indulgence: High control over desires and low control over desires are known as restrained and indulgence respectively. 24 marks that they have less tendency of optimism. 

United States (Guests Cultural Background)

USA being the developed country of North America have people of different culture, that’s why it is called diversified cultural country (Parekh, 2011). Though it has people from diverse cultures it has made its own culture. 



Graph: United States culture through the 6-D Model

The above illustrated data from Hofstede model are discussed below:
Power Distance: US scored low in the Power distance index. It indicates that people from this culture try to avoid inequalities at any circumstances.
Individualism: In individualism US people ranks at high means that people rely on the liberty and justice for all motto. They ensure equality in all sphere of life (Kim, 2017). 
Masculinity: Desiring to be best and liking what one does are called as Masculine and Feminine respectively. Americans are masculine society which states that they are competitive and strive for achievement. 
Uncertainty Avoidance: This index measures that whether people from a particular culture feel threatened by unfamiliar situations or not. The fairly average score of Americans means that they accept new ideas and innovation.  
Long Term Orientation: The people from US at the time of encountering situations whether maintain their connection with the past events happened in their life or not is measured by this index. Their score proves that they are less pragmatic.
Indulgence: When the control over their desires is high is called restrained and on a different point when the control over their desires is low is called indulgence. The score proves that The US people are more of indulgence to their fundamental desires.
[bookmark: _Toc89959186]Country Analysis
Cultural awareness is the key to give the best customer service. Hotel staffs should know about different culture because people from different culture needs to be handled differently. To make a good handbook a county comparison is made from the data of Hofstede Insights. 


Graph: Country comparison through the 6-D Model
Source: (Country Comparison - Hofstede Insights, 2021)

The graph illustrates that there is a big difference in the 5 cultural dimensions. Only in masculinity US and China both have almost similar standing. Bit in the other 5 dimensions such as power distance, individualism, uncertainty avoidance, long term orientation and indulgence there are significant differences.  Inequalities is acceptable in China while US tries to avoid it. US people are more of individualistic on the other hand Chinese people love to work in group. There is a slight difference in the uncertainty avoidance.
Moreover, in long term orientation people from China take past events in the consideration while handling current situations, on the other hand US people make decision based on present. Difference in indulgence between US and China is also remarkable. Hotel employees should keep it in mind before giving away the services. 
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A handbook is required for succeeding in the hotel business. Hotel staffs need to follow a proper guideline to handle the customers from different cultures (Mansour Ghazi, 2016). For ensuring customer satisfaction hotel staff needs to do something as well as to avoid something to convince the customers (Singh and Dewan, 2009). A proper handbook is given below:

	Factors
	US
	China

	
	Do's & Don'ts
	Do's & Don'ts

	Addressing
	Do shake hands or kiss
	Do shake hands 

	
	Don’t kiss on cheek
	Don't kiss

	Kitchen Utensils
	Do provide spoon, fork & knife
	Do provide chopstick

	
	Don’t give chopstick
	 

	Menu
	Do cook with butter
	Do use chinese spices

	
	Don’t use spices much
	Don't use butter

	Clothing
	Do wear some formal dress
	Do dress neatly & conservatively

	
	Don't wear traditional dresses
	 

	Drinks
	Do ask beforehand 
	Do provide tea after meal

	Others
	Do express appreciation
	Do express appreciation

	
	Do understand deep meaning of their conversation
	Do try to maintain public display of restrained

	
	Do say 'Please'
	Don't Show anger

	
	Don't remain silence for long
	Don't reject any proposal
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Conclusion

Critical analysis is required for the hotel management as it has to deal with customers. Minimization of inconveniences is the crucial requirement for hotels to give the customers best experiences (Baltes et al., 2015). To ensure the growth of hotel business, hotel staffs need to be aware of such inconveniences. So, they need to be well trained and careful about the do's and don’ts. Hotel businesses should be doing research on the different cultures to keep the handbook up to date. 
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