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Executive Summary
This report is based on analysis of cultural difference between Portugal and Unite Kingdom and to provide Employee Hand Book as a guide for the employees for them to provide excellent guest service. 
Algarve (Portugal) hotel employee staffs and receive guest from different culture and background. To be successful, they need certain skill such as a good communication, motivation, respect for cultural diversity for example to understand, to respect and to accept cultural and ethnicity diversity of their staff and the guest to enable them to have a good communication and interaction in order to offer the British guest good service. Furthermore, Hofstede cultural model will be used to compare each country culture and the employee hand book (Dos and Don’ts) will be provided to help them to understand guest culture, to avoid any service failure and provide guest outstanding service,
The report concludes that knowledge of intercultural communication and cultural diversity of each country, is essential to manage effective communication, interaction, to provide healthy workplace environment, guest best service which result in guest return, loyalty and business success. 
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1. Introduction
[bookmark: _Hlk89963597]This report is about the hotel guest service in Algarve 4-star Hotel Portugal (A4HP) and will focus on how they should receive and accommodate British Guest (BG) according to their culture. The report starts with the importance of cultural awareness and will focus on Hofstede cultural model and the list of “Do’s and Don’ts” (employee hand book) to guide the staff in to overcome the cultural differences between hotel and the guest.


2- Importance of cultural awareness.
[bookmark: _Hlk89962698][bookmark: _Hlk89963668]According to Lolli, (2013), Grobelna, (2015) and Oktadiana and Djauhari, (2011) intercultural communication and cultural awareness knowledge enable communication, interaction and respect for cultural difference between (A4HP) Staff (A4HPS) and BG. This to be effective, the manager should be good communicator, good motivator, problem solver/decision maker and have respect for cultural difference (French, 2021). Cultural diversity affects the quality of the service guest expects and the success of the hotel (Koc, 200).  
British Council, (2013) stated these qualities bring the following impact:

Positive:
· Increase hotel image and reputation.
· Bring in new costumer.
· Improve team work, trust and relationship with guest.
· Keep guest loyalty.


Negative
· Loss costumers/sale.
· Bad reputation.
· Team conflict.


[bookmark: _Hlk89976600]3- Portugal culture/Uk culture
Avruch, (1998) says that culture involve religion belief, art, morals, law, custom,tradition,food and  music. 
According to Scroope, (2018a), Algarve location of A4HP atracct Britsh tourist because  warrm wether, their food and drink.
A4HPS  were advised to speak english all the time . Portuguese speak louder and faster with  body language which can make BG unconfortable. BG communicate with (humour and irony) what staff should  accept as a joke. “ Fingers” should be avoided as a gestual language as it can mean disrepect in both culture. Smile, hand check moderate eye contact is permited in both cultures. Front desk can dress smart to impress and  call BG by their surname. 
BG like privacy and are reserved. Do not ask them personal question,  stay 1 metre apart when talking to them,  use words “excuse me, sorry and thanks when necessary because it mean respect. Respect “queue”,  first  come and first served.  Who invite for a dinner should pay for it (Evason, 2016).








4- Hofstede’s Cultural model
[image: ]
Fig 1: Hofstede Insights (2021).  
According to Hofstede, (2020), Hofstede Insights, (2021) and Hofstede, (2001) 6-dimension concepts help to understand the cultural differences and misunderstanding of accent and language.

4-1 Power distance:
Represent the distance, inequality between people in hierarch and the behaviour to authority and how they respect and expect the power should be distributed equality in society from who has less power (Mullins, 2007) 
[bookmark: _Hlk89963835]A4HP operate in society with higher power distance (63) depending on management. A4HPS are happy with this dependence, however BG (35) are not comfortable with this dependence. They complain and demand more, expect that staff on this position should have skill, permission and authority to solve any issue without manager presence because on their society the manager is democratic consult staff, share information, and delegate authority to solve issue and not waiting for them (Oktadiana and Djauhar, 2011).
 




4-2 Individualism/Collectivism. 
[bookmark: _Hlk89963885]Portugal is collective (27) and British Individualist (89). Individualist culture are selfish (“me and I”). Individual care about personal goal while collective culture is common goals.  BG are more demanding and expect higher standard of service because they pay for it and do not tolerate mistakes and incompetence from the A4HPS, blame them and share their frustration on online reviews. A4HPS, do not like this way of assertiveness and directness because collective culture complain less, worries for staff job security, tolerate their mistakes and blame the management.  A4HP management has to expect this behaviour from BG and to avoid it, they should adapt their service, delegate authority and permition to staff to avoid conflict with BG and A4HP bad reputation.  
BG expect to receive compensation for their complain. To avoid conflict, misunderstanding which result in service failure, effective communication on all hotel departments is essential (Koc, 2017).

           
4-3 Masculinity/Feminism.
[bookmark: _Hlk89964853]British is Masculine (66), Portugal (Feminine, 31). The competition is higher and personal success is the goal on this society. BG demand more, complain more. They expect front desk A4HPS, to be competent, skilled do not make any mistake, and if it happens, they blame them and require manager solution. They care less about people, society and environment. Feminine is opposite. Common goals, and the success of the group and society is priority than individual. Collaboration, friendship, solidarity is common. They avoid conflict and instead to blame the staff, they blame the hotel for the service failure. 



4-4 Uncertainty avoidance.
Portugal is higher (89), UK (35). Avoidance is about the perception of future. Portuguese is more constraint. Religion and tradition are important and play a massive roll on their decision and they not tolerate disrespect toward them and are inflexible for what is new. They like to plan, structure things, prefer clarification to prevent problem. In restaurant if they ask BG what time they want diner and what they want to eat, their answers will be they do not know and have not decide yet. This behaviour make A4HPS feel uncomfortable as they think their rule (planning) was disrespected. 

4-5 Long Term Orientation.
This concept is connected with past, present and future. The challenges we face now and how to prepare for future. Portugal (28) UK (51). Long term has a vision on future, prepare, plan and save for that. Technology and innovation are essential on BG culture. Before buying they look for online review, while short term gives more importance to present and what they know, don’t take risk on things that are new and tradition play a big roll. 
[bookmark: _Hlk89976959]4-6 Indulgence.
Indulgence is the concept witch people try to control their desires and impulses, based on the way they were educated. Religion and tradition are vital for this society behaviour. 
Portugal (33) UK (69). This concept higher score mean freedom. BG is more indulgent and think the society rule and norm is a barrier. They give value to free time and when they go on holiday is to enjoy, to drink to make noise and forget that society has rule. The enjoyment is part of their culture. They go to A4HP to have a memorable experience, to drink, make noise, to have a party, to socialise and show their happiness but Portuguese staff is not happy with that because their culture they expect people should control their emotion, respect hotel norm and rule.
	ALGARVE 4 STARS HOTEL EMPLOYEE HAND BOOK

	[bookmark: _Hlk89081246]Departments
	Do’s 

	Don’ts

	







Front office
	(Evason, 2016 and Scroope, 2018) 

· Always speak in English.
· Welcoming guest by their names.
· Smile to them.,
· Make eye contact.
· Be polite.
· Respect their privacy.
· Handshake is permitted.
· When required always say yes, excuse me and thank you.
· Ask about religion (food and drink restriction).   
· Ask for food allergy information.
· Ask for wellbeing life style (vegan, vegetarian and fitness requirements).
· Respect for the authority and religion.
	(Evason, 2016 and Scroope, 2018) 
· If they are in que never jump it or attend someone who is not.
· Do not ask personal question.
· Do not show superiority to them.
· Do not interrupt them when they speak/talk


	


Restaurant

	· Keep at least 1 meter distance when talk with them.
· Talk to them in English
· Respect their personal space.
· When required always say yes, excuse me and thank you.
· Be relevant and ignore jokes.
	· Do not interrupt them when they speak/talk.
· Do not interrupt them when they speak/talk.


	





Management





	· In case service failure apologise to them and offer them compensation.
· If they come to especial commemoration offer gift.
· Be punctual if they ask for a meeting.
· Use humour when criticise.
· Share business card with them.
· Keep at least 1 meter distance. when talk with them.
· Respect their personal space.
· Be relevant and ignore jokes.
	· Do not use stereotype when identify the origin of British citizens.
· Do not show superiority.
· Do not criticise them publicly.
· Do not interrupt them when they speak/talk.
 

	Kitchen head chef 
	· Change or adapt menu according to any diet requirement, religion belief or lifestyle of guest (information received from front office desk).
	






Conclusion.
This report concludes that empowering A4HPS with intercultural communication and cultural awareness skill and effective management of workplace diversity is the key for health workplace environment, BG satisfaction, happiness and loyalty and A4HP performance and profitability. 
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