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Executive Summary:
The WA, a five-star luxury hotel located in Cancun, Mexico, has created an Hotel Handbook for Intercultural Competence focusing on effective visitor interactions with Malaysian tourists, their main target market. The manual uses Hofstede's model of cultural dimensions as a guide to help staff members understand and accept cultural differences between the two countries. The hotel offers both leisure and business travellers a wide range of amenities and activities to create a positive visitor experience.
The manual emphasizes the hotel's commitment to providing Malaysian tourists with a distinctive cultural experience and luxury accommodations. To achieve this, it offers suggestions for effective visitor interactions and cultural awareness, catering to the needs and expectations of Malaysian visitors. the manual aims to create a welcoming environment for Malaysian tourists, acknowledging the differences in cultural values and practices between Malaysia and Mexico. It highlights the hotel's desire to provide a memorable and enjoyable stay for visitors, offering a selection of amenities and activities to suit their needs and preferences.
Using Hofstede Insights' country comparison tool, this research analysed Malaysia and Mexico and arrived at several conclusions. Firstly, the hierarchical order in Malaysia is much more significant than in Mexico, as authority is highly respected. Secondly, both countries have collectivistic societies, but Malay society emphasizes interpersonal harmony and family cohesion, while Mexican culture values individuality and personal accomplishment. Malaysia's social structure is ambiguous, whereas Mexico has a strong male culture. Thirdly, both Malay and Mexican cultures are normative and place a high value on tradition and frugality. Additionally, both nations value optimism and tend towards enthusiasm, which is a shared trait. Fourthly, Both Malay and Mexican cultures are normative civilizations that place a high value on tradition and have a propensity to conserve wealth. In terms of cultural characteristics, Malaysia comes in fifth place and is like Mexico in that it places a high importance on optimism and passion.
Hofstede Insights conducted research using their country comparison tool to assist hotel staff in comprehending and adapting to the cultural differences and similarities between Malaysia and Mexico. The study highlights several cultural aspects such as tradition, hierarchy, collectivism, individuality, and optimism.
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1. Introduction:
Understanding cultural differences is important for providing exceptional customer service. Malaysian luxury market is target for WA Hotel in Mexico, and it is commendable that hotel recognizes need to understand cultural differences between Malaysia and Mexico. use of Hofstede's Cultural Dimensions Theory to develop an employee handbook can help staff understand and appreciate values, beliefs, and behaviours of Malaysian customers (Wang and Chou, 2018). One important aspect of Malaysian culture is emphasis on deference to those in positions of power and maintaining good relationships (Malaysian Culture and Customs, 2021). By being mindful of these cultural differences, hotel can provide personalized and culturally sensitive service to its Malaysian customers. 
understanding and respecting cultural differences between Malaysia and Mexico, WA Hotel can provide exceptional customer service to its Malaysian customers. use of Hofstede's Cultural Dimensions Theory can be useful tool in educating hotel staff on values, beliefs, and behaviours of their Malaysian customers, and help them provide personalized and culturally sensitive service.
2. Hofstede's Cultural Dimensions:
[bookmark: _Toc120549104]Hofstede identifies six cultural dimensions, which represent features of shared organisation between many different countries (Yacout and Hefny, 2014). Hofstede's Cultural Dimensions Theory compares different cultures based on six dimensions. Based on this theory, here is a brief comparison of Malaysia and Mexico.
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(Hofstede Insights, n.d.).
2.1.  Power distance: 
strong foundation in its cultural values and traditions, Malaysia has hierarchical social structure. When it comes to authority and leadership, Malaysians generally have more respectful attitude towards individuals in positions of authority (Ng and Ewe, 2014).  hierarchical nature of job and home are both reflected in respect that subordinates are expected to accord to their superiors. long history of uprisings against authoritarian government, Mexico has developed culture that values democracy and equality (Hofstede Insights, n.d.). Mexicans tend to approach authority and leadership with more scepticism and doubt.
2.2.  Individualism–collectivism: Individualism–collectivism:
[bookmark: _Toc120549106]In Malaysia, group needs are prioritised over individual ones. Malaysians place strong priority on societal harmony, family values, and loyalty (Lim et al. 2017). In Mexico, People place their own needs and interests first, which is viewed as having more individualistic society. Cities fostered collectivism more vigorously while individuality was more widespread there (Dutt and Pfaff 1992). Mexican people placed great significance on individual success and recognition (Szmigin and Carrigan 2000).
2.3.  Masculinity versus Femininity:
Interpersonal harmony, teamwork, and compassion were highly valued by Malaysians (Tan and Farley 2019). Women in Malaysia expressed greater subjective well-being and life satisfaction than men, indicating that gender equality is highly prevalent in Malaysia (Schmitt et al. 2007). Men's values associated with achievement, competition, and aggression were valued more highly in Mexico (Helweg-Larsen et al. 2018). Mexican men typically exhibit more aggressive and dominant tendencies than Mexican women. 
2.4.  Uncertainty avoidance:
Malaysians are used to uncertainty and usually put up with it (Chuah et al. 2010). Malaysians conduct business in way that reflects their attitude towards uncertainty, preferring to get to know their counterparts personally before finalising any agreements.
Mexicans tend to have higher degrees of fear and anxiety compared to persons from other countries (Diaz-Morales et al. 2016). This could be ascribed to impact of Catholic religion, which strongly emphasises avoiding sin and attaining clarity in life.
2.5.  Long-term orientation:
Confucianism is credited with improving Malaysia's outlook in long run since it places a great premium on education, tenacity, and respect for tradition (Kwok et al., 2009). Malaysians view education in their nation reflects their esteem for academic achievement and substantial financial investments in their children's education.
Mexico's poor long-term orientation is result of colonial legacy, which places high emphasis on individualism and short-term benefit (Espinosa-Méndez et al., 2015). Mexicans approach business with short-term profit-focused mentality, giving long-term relationships and investments less weight.
2.6.  Indulgence:
Malaysians indulge less than those in other nations because of cultural and religious factors. main religion of Malaysia is Islam, which emphasises modesty and restraint in speech and conduct (Baker et al. 2012). In terms of leisure time, Malaysians usually prioritise their responsibilities to their families and religion over their own satisfaction.
higher level of indulgence in Mexico can be attributed to its cultural influences, such as country's custom of fiestas and festivals that prioritise fun and pleasure (Hofstede Insights, n.d.). Mexicans prefer to prioritise personal satisfaction and relaxation when it comes to leisure pursuits. More indulgence is shown in Malaysians from urban areas than from rural ones (Tan and Tan 2016).
3. Do’s and Do not’s:
it is important to keep in mind that Malaysia is a diverse country with various cultures and customs, so some of these tips may not apply to every individual or group.
	[bookmark: _Toc120549111]Do’s
	[bookmark: _Toc120549112]Do not’s

	Use both hands to shake hands with simply lads but avoid holding hands.
	Unauthorized contact with woman's hand is improper.

	Make sure that only chicken and meat you give them is halal.
	Avoid presenting them with alcohol or bacon.

	When serving, use your right hand.
	soles of your shoes should never be displayed in polite company.

	Malaysian ladies and men typically sit on separate chairs.

	Prioritizing man over female is convention.

	Prioritizing old before young and women before men when speaking to Malaysians is traditional.
	It is considered rude to point with your finger or foot at someone.

	Provide them a space where they can pray
	Do not disrespect customs or traditions



4. Recommendations: 
Malaysian may count on high level of consistency in quality of service provided (Mukherjee and Hoyer, 2001). Hotels must anticipate and accommodate guests' special requirements, such as offering halal cuisine alternatives or arranging prayer place.  High-quality physical amenities including cosy bedding, contemporary amenities, and appealing decor could be valued by Malaysian clients (Mukherjee and Hoyer, 2001). 
5. Conclusion:
According to Hofstede's Cultural Dimensions Theory, Malaysia is considered a collectivist society. Mexico, on the other hand, is considered a moderately collectivist society, but also places a relatively high emphasis on individualism, different views on hierarchy, ambiguity, long-term planning, individualism, masculinity, and short-term thinking. Malaysia is more hierarchical, uncertain, and long-term focused, whereas Mexico leans towards individualism, masculinity, and short-term planning. These differences in cultural dimensions may have significant implications for business and social interactions with people from these cultures, highlighting the importance of cultural sensitivity and understanding when engaging with individuals from different backgrounds. Every personnel may become informed about how culture impacts communication and be skilled at doing so to interact with guests from other nations (Moran et al. 2007). Understanding these cultural variations is essential for effective cross-cultural communication and collaboration, especially in the hospitality industry.
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