1


Hotel Handbook for Intercultural Competence


            

Course title: Foreign Language & cultural Awareness
Course Code: BMIH 5003
Course Tutor: Mike Davis
Student Name: Syeda Mahmuda Khatun
Student ID: 1705115













Contents
Executive summary	3
Introduction	4
United Kingdom (host culture)	5
Dubai, United Arab Emirates (Guest’s home country)	6
Country Analysis	7
Front office department	7
Food and beverage service department:	7
    Housekeeping department…………………………………………………………………..8
Handbook………………………………………………………………………………………...8
Conclusion:	10
References	11











[bookmark: _Toc89968934]Executive summary
Guests in the hospitality sector come from a wide range of cultural backgrounds, and hotel personnel must be culturally competent in order to effectively serve them.
Cultural awareness, communication, and social skills are essential not only for developing the ability and knowledge to deliver appropriate and culturally sensitive services to international visitors, but also for evading and reducing tensions and building mutual understanding between international visitors and hotel personnel with contrary cultural values (Mediterranean Management Centre, 2018).
Intercultural competence is the beginning of offering outstanding guest hotel experience. It helps to customize each treatment to suit specific cultures and that is the winning point for client loyalty. To put this together comprehensively Hofstede’s dimesons theory come in handy. 
According to   Hofstede’s dimesons theory the United Kingdom (UK) and the United Arab Emirates (UAE) exhibit quite distinct cultural characteristics and for the UK hotel personnel to offer better services to the UAE client, they must have an understanding of how the UAE perspective on various social issues like the nature of power distribution in the society. The report finds that the religious belief of Islam dictates a lot of the amenities provided by the hotel in question which makes is for a very culturally diverse hotel.
Receiving a female visitor from the UAE is very different from greeting a female visitor from the United Kingdom. Normally, a female does not shake hands with a man. People in the United Arab Emirates eat Halal food, which is permitted by Islam. Pork, bacon, pigs, and alcoholic beverages are forbidden to them. Therefore, when a hotel employee serves UAE guests, they must be served according to their culture.

 
 
 


[bookmark: _Toc89968935]Introduction 
Intercultural competence refers to the ability of an individual to think, and behave appropriately and to effectively communicate and collaborate with from different cultural backgrounds. (Ambardar, 2013).
[bookmark: _Hlk88385169][bookmark: _Hlk89890867][bookmark: _Hlk88393165][bookmark: _Hlk88394746][bookmark: _Hlk88394340][bookmark: _Hlk88390063]This report is going to utilize Hofstede’s Cultural Dimensions Theory to discuss the cultural differences in the UK and United Arab Emirates. This will help put into perspective how the cultural diversity in the two nations impact in delivery of services in the hotel industry. The theory explains the various dimensions in which culture vary and the relationship into a business setting (Soares Et Al., 2007).  The dimensions include power, collectivism verses individualism, femininity verses masculinity, uncertainty avoidance index, short term verses long term orientation and finally, restraint verses indulgence (Soares Et Al., 2007).The host culture is in the UK while the guests are coming from Dubai, United Arab Emirates (UAE).

















Using Hofstede's cultural dimension theory, the cultural comparison between the UK and the UAE has been highlighted in the chart below.
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[bookmark: _Toc89968936]United Kingdom (host culture)
The UK day-to-day is a little bit different. When greeting a family member or a friend you do not just shake their hands especially when one of the partners is a female; but receive or give a little kiss on the cheek. On the contrary if you are a stranger physical touch is considered odd or uncomfortable (Featherstone, 1987). The people of UK are punctual, do not skip the queues, saying thank you and sorry is part of every-day conversation. The UK people have high amount of respect for older adults and people living with disability, whoever inviting you to dinner is going to pay for it, when invited to someone’s home it is normal to bring along with you a gift like chocolate or flowers as an appreciation for being invited. 
[bookmark: _Hlk89887477]On Hofstede’s dimesons theory, the UK people have a low power distance index. The UK people believe that inequality should be minimized. The PDI scores 35 which is well low (Hofstede, 2011). The culture of the people of UK scores at 89 in terms of individualism and collectivism. The children are thought from an early age to think of themselves and find their unique purpose in life and use that to determine their individual contribution to the society (Insights,2021). On masculinity verses femininity the UK cultures scores at 66 which means they are more masculine. They are highly success oriented and driven. In terms of uncertainty avoidance index, they score at 35, meaning they are comfortable in ambiguity. In Britain it is common to hear a phrase like ‘muddling through’. On the dimension of restraint verses indulgence the UK culture scores at 69. This means that the culture there embrace the impulsiveness in fulfilling their desires. However, in the short-term verses long term orientation, the UK culture score at 51 which is hard to determine where they actually fall.   
[bookmark: _Toc89968937]Dubai, United Arab Emirates (Guest’s home country)
The United Arab Emirates (UAE) culture is to a good extent conservative and religiously inclined to Islam. Their form of governance is a hierarchical system Kingdom system.
In the power distance index, the UAE culture is at 90 means people are willing to tolerate a hierarchical structure in which everyone has a position. A high-power distance index suggests that a society accepts inequality and power imbalances, promotes bureaucracy, and values rank and authority highly (CFI,2021). The UAE kingdom system of governance is autocratic and it promotes autocracy in the other small forms leadership including the family unit. 
The UAE promotes collectivism as opposed to individualism. Loyalty overshadows almost all other societal rules and regulations. The society advocates for strong relationships and everyone is responsible for each other in the group.  UAE visitors should anticipate the same collectivist culture to be present in hotel guest service operations in the United Kingdom. The management technique focuses on managing groups in order to manage individuals. 
A high score 50 (Masculine) on this shows that competition, achievement, and success will drive society. 
[bookmark: _Hlk89964601]On the uncertainty avoidance index UAE scores 80 which means the society exhibits rigid and strict belief and behavior system which is intolerant ambiguity and uncertainty. There is an emotional demand for norms in these societies (even if the rules never seem to work) Time is money, people have an inner need to be occupied and work hard, perfection and regularity are the norms, creativity may be opposed, and security is a key component of human desire (Hofstede Insights 2021). UAE’s high uncertainty avidness means hotel operations have to be pre planned according to the UEA culture.
 Long term verses short term orientation, restraint verses indulgence dimensions there are no ratings for the UAE.
[bookmark: _Toc89968938]Country Analysis
This topic links the cultural differences in the two countries and gives recommendations on how UK hotel personnel will readjust to enhance guest service experience from UAE. It breaks down the recommendations according to hotel departments. 
[bookmark: _Toc89968939]Front office department
Front office department is the face of the hotel. It is the first interaction between the hotel and the guest. This department is responsible for reception, reservations, registrations, room assignment, settlement of bills of a resident guest. 
The personnel stick to the previously signed up for offers and be careful on trying to excite the client with new offers. The Dubai culture is high uncertainty avoidance index and, in this way, they are rigid with what they already know and believe.  Also, the receptionist should explain to the client what the hotel is offering in the long run rather than what the client needs to grab right away. 
[bookmark: _Toc89968940]Food and beverage service department: 
Unlike personnel who does not know much about the Dubai people who might end up offering individualized services not matching another Dubai colleague. Since the Dubai culture is biased towards collectivism as opposed to individualism. The Dubai client who got fantastic services might take offense to the colleague who received relatively lower-valued services.
Housekeeping department:
 the Dubai culture assigns different roles to different genders. For instance, they would love to get room maintenance services from a woman rather than a man.



Hotel Handbook
	         Department
	Does
	Don’ts

	Front office
	· Stick to signed in offers.
· When speaking with someone of the same gender, maintain eye contact. 
· Make a long and steady handshake with the same sex.
· The right hand is put flat over the heart to greet opposite sex, along with a slight nod of the head and a smile.
· If you want to give a gift to a guest, it should be excellent quality.                                         
	· Do not try to excite about new offers.
· Never stare a woman in the eyes for long periods of time or complement her on her appearance or outfit.
· Try to avoid handshake with the opposite sex.
· Never give alcoholic beverages, pork products, knives, or objects linked to dogs.

	Housekeeping
	To be serviced by a female
	Not to be serviced by a man

	Food and beverage service
	· Focused on oldest man.
· Meals that are approved by the Muslim faith should be served.
· As Muslims do not take any food during the day in Ramadan, so, arrangements should be made to supply meals at a different time.

	· Serve in no particular order.
· A UAE guest should not be served bacon or pig dishes, as well as any alcoholic beverages.
· During Ramadan food should not be offered sunrise to sunset.

	Information technology
	The systems should run smoothly with a secure connection
	No internet passwords. 

	Engineering and maintenance
	Use high-end appliances
	Use average class appliances

	Security department
	Security guards to be men
	Not to deploy female security



[bookmark: _Toc89968941]Conclusion:

Cultural competence plays a big role in delivering customized guest hotel experience Hofstede’s cultural dimensions theory helps to understand how the variations of the perspectives come about. This helps to fine-tune the nature of services offered to various clients thus enhancing guest’s hotel experience which in turn attracts loyalty. 
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