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[bookmark: _heading=h.gjdgxs]Executive Summary
Cultural diversity plays a significant role in modern days workplaces. The hotel industry is not an exception to this. The staff of a hotel, here, the Rosewood Hotel, has to consider this cultural diversity for ensuring an excellent customer experience. As many Indian visitors are continuously arriving in the UK, their preferences, languages, food habits, religion, beliefs, and overall cultures are forcing the staff to be aware of these cultural differences and diversity. The Hofstede framework demonstrates the cultural dimensions of both these two countries. The do’s and don’ts section of the report shows the instructions for the staff of various departments of the Rosewood London hotel that facilitates the staff to prepare and manage themselves for delivering the best services to the international visitors or guests.
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[bookmark: _heading=h.30j0zll]Introduction
The major aim of this report is to demonstrate a handbook and guidelines for the Rosewood London hotel staff to help them prepare and manage the international visitor or guest experience. Many international visitors from various nations as well as cultures are continuously arriving in the UK. The hotel staffs need to be aware and careful in handling these staff to ensure a better guest experience. For this reason, various cultural dimensions of Hofstede will be analysed here from the perspective of both the UK and India. 


















[bookmark: _heading=h.1fob9te]Rosewood London Hotel (The United Kingdom)
The Rosewood London hotel is a grand 5-star hotel located in the heart of London, UK. It requires just a 5-minute walk from Oxford Street and Covent Garden to reach this hotel. The hotel has several divisions and departments. These departments contain a large number and variety of people who have different origins of their own. The United Kingdom is a country where different people from various countries, as well as cultures, live (Bernardo et al., 2013). These varieties of people demonstrate a huge cultural type of various cultures. The languages these people use, the religion perform, and the customs, traditions, cultures, etc. they perform are different from each other. But, almost 98% of them use English as their major language for interacting with each other. Moreover, according to the Hofstede Framework, the people of the UK are usually individualistic (Kuo, et al., 2022). So, Hotel Rosewood London has to consider these differences in cultural expressions of both their staff and guests, to attain the highest level of visitor satisfaction.
[bookmark: _heading=h.3znysh7]India (Guests’ Home Country)
India is a South Asian country with 28 states and 8unitions which all have a rich cultural background in terms of religion, language, food, tradition, and overall culture (Talbot, 2016). Their major language of them is Hindi. English is considered the second language in India. The major religion here is Hindu and Islam is the second largest religion here. Different cultural values and norms distinguish this country from others. Moreover, the greetings are also different as they start greeting by giving ‘Namaste’ (Gautam, 2020). A large number of Indian visitors usually travel to the UK for various purposes. These are migrants, students who come to the UK for higher education, and workers/labourers. Many of them stay at the hotel during their visit. So, the staff of the hotel in the UK should be trained to deliver quality service to these visitors.


[bookmark: _heading=h.2et92p0]Country Analysis and Comparison
Hofstede provides a framework of cultural dimensions that focuses on factors such as individualism or collectivism, masculinity or femininity, long-term vs short-term orientation, power distance, and uncertainty avoidance (Zhang, et al., 2019). 
[image: Hofstede's Cultural Dimensions - Research-Methodology]
Figure 1: Hofstede’s cultural dimensions (Favaretto, et al., 2016)
Power Distance: Power distance is the dimension that indicates the level of inequality in the distribution of power and authority in the organisation or society (Puni and Anlesinya, 2017). In India, power is less distributed to the lower levels of the staff and exercised power by higher authority. Whereas, in the UK, the power distance is low where the authority is distributed to the staff. In this dimension, India scores 77 which indicates high power distance and the UK scores 33 which means low power distance is exercised here (Winterich and Zhang, 2014). 
Individualism vs. Collectivism: In India, people are very much collectivists as they like to lead their life by belonging to a group. It scores only 48 on the dimension of the individualism which indicates a collectivist society. On contrary, the UK is an individualistic nation that scores 89 in this dimension (Beugelsdijk and Welzel, 2018). 
Masculinity vs. Femininity: An obtained score is high (Masculine) and is regarded as the exercising power and the conception that society will be driven by heavy competition and success factors. Whereas the low score (Feminine) indicates that society value to the quality of life and the caring demonstrated to others. Both the UK and India are used to exercise power which indicates a masculine culture in these countries. India scores 56 and the UK scored 66 in the masculinity dimension (Hanson-Rasmussen and Lauver, 2018).
Long-Term Vs. Short-Term Orientation: This dimension describes the links between the society’s past and future as well as present challenges. People of India are normally short-term oriented in their society whereas the people of the UK are long-term oriented. But these are almost the same.
Uncertainty Avoidance: This dimension indicates the level of uncertainty or ambiguous situations that people perceived as a threat to them (Aurigemma and Mattson, 2018). In India, this is almost moderate which assures the people want to avoid uncertainty and at some time can accommodate or adjust to these. The UK accepts a higher level of uncertainty, in this regard.[image: ]
Figure 2: Overview of dimensions (Own)



[bookmark: _heading=h.tyjcwt]Rosewood London Hotel’s Handbook
	Do’s
	Don’ts

	· Greet and welcome every customer carefully by considering their preferences
· Demonstrate professionalism to the guests
· Show the proper attitude and respect for the guest's complaints
· Try to use the name of guests during interaction 
· Be attentive while communicating with guests and ensure the guests feel comfortable as well as safe
· Front office staff should be knowledgeable about the guests' culture and demonstrate this knowledge during the interaction (Shin, et al., 2019)
· Housekeeping staff should be qualified to deliver personalised services according to guests’ preferences and cultures.
	· Never do any argument with the guest
· Never criticize a guest in front of others
· Do not try to interrupt the personal issues of the guests
· Avoid discussing issues that as sensitive such as religion, race, or ethnicity
· Never be rude and harsh towards the guests
· Do not take the criticism personally
· Never demonstrate disinterest to provide services to any guest


Figure 3: Do’s and Don’ts (own)





[bookmark: _heading=h.3dy6vkm]Conclusion
This report aims to show an employee handbook for the Rosewood London hotel that considers the cultural similarities and dissimilarities between the UK and India. Different cultural dimensions of Hofstede are analysed from the perspective of these two countries. The knowledge about these cultural differences is used to prepare and manage the staff of the Rosewood London hotel which will eventually ensure guest satisfaction.


Recommendations for staffs	
1. Culturally diversified staff for various departments of the hotel should be hired and trained so that these staff can meet the demands of international guests/visitors.
2. Staff handbook should be followed by all the staff to ensure the satisfaction of various international as well as domestic visitors.
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