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Executive Summary
The report has dealt with the overall cultural traditions that are in operation in the United Kingdom and Australia. It has also discussed in detail the nature of the culture based on the various dimensions outlined through the Hofstede framework effectively. Additionally, it has formulated a handbook for hotel employees highlighting the overall dos and don’ts. Cultural awareness and sensitivity aids hotel employees in engaging international customers in a enhanced way and customise the services that are offered. The study has also evaluated the importance of cultural expectations as it ensures that hospitality organisations can effectively enhance the overall customer service that they provide in the general process of operation. Additionally, it also increases the sales figures and revenue generation potential of hospitality organisations significantly. 
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1. Introduction 
Cultural awareness is the ability of an individual to be sensitive towards the differences and similarities between two cultures in the process of interaction (Shepherd, 2019). Geert Hofstede is a Dutch academic who developed a theory, which aids in evaluating national and organisational cultures (Sent and Kroese, 2022). The theory analyses the various cultures based on six dimensions namely, power distance, masculinity, indulgence, individualism, long-term orientation and uncertainty avoidance. The report will be discussing the cultural difference present between Australia and the UK. This will be done from a hospitality industry perspective. 
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The hotel is located in the United Kingdom, which is located on the European continent (Brown and Cowling, 2021).  It has an annual revenue of 17.50 billion GBP in the hospitality industry (Statista, 2023). According to Hofstede’s theory, there is a perception that power inequalities should be minimised. Additionally, the culture of the UK indicates a high amount of individualism, which implies people are highly private. At a score of 66 in masculinity, the theory outlines that the UK is success-oriented and involves significantly high levels of competition. The individuals are fine with managing uncertain situations. Lastly, the culture of the UK is highly biased towards indulging and acquiring leisure time while working.
	Dimension 
	Score

	Power Distance 
	35

	Individualism
	89

	Masculinity 
	66

	Uncertainty Avoidance 
	35

	Long Term Orientation 
	51

	Indulgence 
	69


Table 1: Scores of Cultural Dimensions of the UK
(Source: Hofstede Insights, 2023)
[bookmark: _Toc128131072]2.2 Country B
Australia is the sixth largest country in the world with a 25.7 million population (ABS, 2023). According to Hofstede's theory, it has low power difference that implies that individuals want to maintain a proper level of equality among people of different classes. It also has a highly individualistic nature as it illustrates a score of 90. Australia can be categorised as a masculine society, which is driven, by competition and achievements.  The country does not exhibit a clear indication with reference to the ability to manage uncertain situations. Moreover, the country has a normative culture and involves a short-term orientation having a score of 21 in this dimension. Lastly, the country also illustrates a highly indulgent country as it prioritises the fulfilment of various desires and impulses (Gerlach and Eriksson, 2021).
	Dimension 
	Score

	Power Distance 
	38

	Individualism
	90

	Masculinity 
	61

	Uncertainty Avoidance 
	51

	Long Term Orientation 
	21

	Indulgence 
	71


Table 2: Score of dimensions of Australian Culture
(Source: Hofstede Insights, 2023)
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	Dimensions 
	United Kingdom 
	Australia 

	Power Distance 
	It has a score of 35, which indicates the difference between less powerful and more powerful individuals is low. 
	With a score of 36, there is a sense of equality among the individuals and involves a perception that power distribution is properly done.

	Individualism
	With a score of 89, it has highly private and individualistic operations involving the fulfilment of personal goals and aspirations.
	It has a slightly higher score than the UK at 90, which indicates that the country has an individual mindset and fulfilment of private objectives.

	Masculinity 
	It is driven and success oriented. However, there is an inherent sense of modesty and understatement which is slightly contradictory.
	Australia has a score of 61 in this dimension. This implies the national culture illustrates high competition and achievement-based processes.

	Uncertainty Avoidance 
	Individuals are highly efficient in managing various contingent and contingent issues and situations.
	At 51, a significantly dominant nature of the Australian culture cannot be determined.

	Long term Orientation 
	Since it has a score of 51, it does not have a dominant preference towards the long or short-term association.
	At 21, the national culture has great respect for traditions and customs effectively.

	Indulgence 
	With a score of 69, society is highly fun-loving and leisure-oriented. 
	With a score of 71, Australian individuals enjoy spending leisure time and executing their various indulgences and desires.


Table 3: Comparison of National cultures
(Source: Hofstede Insights, 2023)
The similarities can be observed in several dimensions of the framework such as Power Distance, individualism, masculinity and Indulgence levels effectively. This indicates that customers coming from Australia will not face significant difficulty in accustoming themselves to the national culture of the UK. Knowledge of these cultural expectations can help in preventing service failures for a hotel employee. For instance, if a hotel employee does not undertake a handshake to greet a UK-based individual, it can result in poor customer service.


2.4 Hotel handbook
	Nations 
	Do’s
	Don’ts

	UK
	Greetings
The culture is known for its humour, traditions and manners (Commisceo, 2023). Thus, employees need to effectively behave in a proper manner while ensuring that customs are followed. This can be done through the implementation of the most common form of greeting, the handshake.
	Employees no show any wrong form of greeting such as bowing or saluting, can offend UK-based customers.

	
	Culture and Language
Developing knowledge about language and religious traditions can result in an enhanced level of customer service. For instance, the majority of people in the UK speak English and follow Christianity (British Council, 2023).
	Employees should not aimlessly interact with customers and provide them with services without due consideration. For instance, serving non-vegetarian food to vegetarian customers is not to be done.

	Australia
	Greetings
The culture of Australia is known to be laid back and informal (Culture Trip, 2023). Hotel employees should consider this fact and thereby align their customer service accordingly. For instance, the employee needs to be sincere while dealing with Australian customers and they value it.
	Employees should not be casual with the guests as this can communicate a pretentious nature, which is disliked by individuals. 

	
	Culture and Language
The culture of Australia involves being direct and straightforward while communicating (Cultural Atlas, 2023). Thus, employees need to clearly communicate the points that are being addressed. 
	Employees should not overstep the boundaries of being direct and not behave in a rude manner with the guests. 


Table 4: Hotel Handbook
(Source: Created by the learner)
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The study has helped in evaluating various aspects relevant to cultural awareness and sensitivity. In this respect, it has shed light on the cultural dimensions of the UK and Australia and highlighted the similarities and differences in their cultural traditions. 
· Employees of a hotel business organisation need to develop an understanding of the cultures and associated behaviours of individuals from different countries and accordingly interact with them.
· Employees should also enhance their knowledge about food and religious regulations about culturally different customers to enhance their service quality. This will help the organisation in increasing the attractiveness of hotel services significantly.
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