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[bookmark: _Toc97230782]Executive Summary

La Rosa has a written handbook which helps the staffs to greet and communicate with the guests in an impartial and respective approach. Many staffs employed in La Rosa are emigrant as well, so they also have different cultural background. Most common problem faced in this scenario is language barrier. Despite the presence of cultural dissimilarities among La Rosa Hotel, UK (host county UK which is located left of the European mainland), it’s staffs from different cultural backgrounds and guests (India, which is located central in South Asia). Hotel management ensure that each party convey proper respect towards each other cultural differences in language, food habit, religions, race, traditions and beliefs. To make a service interaction successful, hotel management should have a positive attitude towards staff and guests feedback as well as have to be open and welcoming for being approached. La Rosa also practices delegation of authority to some extent for handling guests’ service more accurately for international visitors. 
There are clear differences between British and Indian culture, and I used an analytical tool called the Hofstede’s insights to further explain these, by expanding on the 6 sectors it provides. These are power distance, individualism, masculinity, uncertainty avoidance, long-term orientation, and indulgence. 
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Introduction
La Rosa Hotel in UK considers cultural consciousness and understanding as important factor for guests and staff satisfaction. The UK is located left of the European mainland, while India is central in South Asia, meaning a clear geographical gap which connotes different in culture. Culture of United Kingdom is different from India as well as the hotel employs staffs with various cultural backgrounds too. Along with local foods, F&B staffs should offer native foods of the guests and cautious about the food items they are offering whether these are halal and allergy free etc. (Abramson and Moran, 2018). The hotel staffs showcase respect religious beliefs of Indian guests and sensitive towards their cultural preferences. This report will present a cultural handbook with dos and don’ts for the staffs to serve the Indian guests properly.
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La Rosa is a three-star boutique hotel located at 5 East Terrace, Whitby, United Kingdom (2022). United Kingdom is a land consisting multicultural and multiracial people. There is no specific ways to greet people in UK. Greeting spans over a formal handshake to just saying a simple hello, to give a hug or to nod the head. About 98% of the people speak in English. The natives of UK have a discrete accent, so when they found people speaking in the same accent as theirs, they take it as a positive factor of the communication or a social gathering. Individualism is commonly practiced in UK. Most popular festivals are Christmas Day, Easter Sunday, New Year’s Eve, Queen’s Birthday celebration, Good Friday etc.
[bookmark: _Toc97230785]India (Guests’ home country and culture)
India, having 28 states and 8 union territories is called a land of ‘Unity in Diversity’ (Maniyar, 2020). Guests visiting from India possess a rich and diversified cultural background with them. Indian culture reflects collectivism which focuses that they prioritize family over individualism. Indians greet each other or strangers saying ‘Namaste’; hotels greeting Indian guests by saying Namaste help to form a great bond with them. Indian culture is very traditional in terms of dressing; they prefer dressing modestly (Samovar et al., 2013). Apart from these, they also have great diversity in language, food, rituals, religion etc. People from different states have different taste in food as well as speaks their native language of the states. But commonly they can speak Hindi and English except their state languages. Religious diversity is also visible here. Major religions are Hinduism, Islam, Buddhism, Christianity, Jainism etc. People from different religious background celebrate different festivals like Puja, Eid, Holi, Diwali etc. 
[bookmark: _Toc97230786]Country analysis
‘Hofstede Insights’ is an analytical tool based on six dimensions which offers basic understandings into the outcomes of culture and showcase a comparison between two or more countries ("Hofstede’s dimensions to International Hospitality/Tourism Industry", 2020). A graphical representation between UK and India is presented below along with illustration based on ‘Hofstede Insights’ of cultural comparison of the two countries.
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Power Distance: Power distance indicates the inequalities of power distribution in an organization or in the society as well as the extent to which less empowered people believe and accept the presence of inequalities within an organizational or societal culture (Manrai and Manrai, 2022). On this dimension, India’s score (77%) is higher than UK which indicates that in India, power is centralized and top-down hierarchy is followed in the organization, employees are reliant on their boss and employees have accepted the unequal exercise of power distribution to some extent. Whereas, UK having a score of 33% indicates that they have a more decentralized company culture.
Individualism: Individualism reflects the fact whether the people of a society believes in the concept of ‘I’ or ‘We’. UK scoring 89% displays that it has the culture of individualism, whereas India scoring 48% showcase that it has both collectivists and individualists’ traits of culture. 
Masculinity: The basic fact of this dimension is what persuades people for wanting to be the best (Masculine) or else liking what one is doing (Feminine). India and UK scoring 56% and 66% simultaneously indicates that both the societies are masculine society where power and domination is practiced in full force. This dimension shows work and workplace position, material achievements are considered as success in society (Nanu, 2019).
Uncertainty Avoidance: Uncertainty avoidance score reflects the fact of future being unknown, ambiguous and uncertain and possesses risks and threats due to the unpredictability nature of future (Menon, 2019). India having a medium-low score on this dimension indicates that they have a culture of adapting, adjusting and accepting the traditional set up of the society. Imperfection is accepted here.
Long-term Orientation: Every society preserves associations with its past, history, beliefs while handling present challenges and preparing for the future. India and UK have same score in this dimension. Normative societies maintaining a serious relationship with the past score low whereas societies scoring high in this dimension are more open to change and have liberal mindset ("Impact of Culture on International Hospitality Business Tourism Essay", 2018). They try on different ways rather than sticking to a precise plan. 
Indulgence: Indulgence refers to the level to which people attempt to resist their desires, wishes and urges (Samovar et al., 2013). Indulgent culture has a high score and restrained culture has low score in this dimension. India having a score of 26% reflects a restrained culture means that they have much control over their desires. Whereas UK having a score of 69% shows that they are more desirable towards their needs and desires and prefer to have leisure time.
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	Do’s
	Don’ts

	· Greet the customers properly, if possible in their native language (Timm, 2011).
· Act professionally; ensure a positive attitude towards the guests.
· Be courteous and considerate.
· Make the guests feel comfortable and safe.
· Be fully attentive while communicating with guests.
· Try to use guests name during conversations to give a personalized feeling.
· Have a precise understanding of the service order, layout and management system of the hotel (de Carlos et al., 2018).
· Front of the house staffs (F&B, front office) staffs should have clear idea about what they are selling and answer guests’ queries appropriately.
· Be considerate and attentive towards guests’ needs and complaints.
	· Never argue with guests.
· Do not become over-friendly to the guests, maintain a thin line.
· Never criticize about one guest to other or in front of other guests.
· Avoid discussing over sensitive issues like race, religion, cultures in front of guests (Samovar et al., 2013).
· Never show disinterest or avoidance to any guests.
· Be specific about the hotel rules, but do not be harsh towards the guests.
· Never exhausts the guests with your distress (Zhang et al., 2015).
· Do not address guests as ‘he/she’ in front of them.
· Never behave in an unsupportive manner to the guests.
· Do not overstress guests.
· Don’t use left hand when serving or greeting Indian guests because this is not accepted in their culture. 
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La Rosa Hotel, UK considers the cultural similarities and dissimilarities of both the staffs and its’ guests during strategy formulation for hotel operation and management to eradicate cultural conflicts and improve guests and staff satisfaction. Cultural awareness is a vital factor in ensuring guest satisfaction and comfort during their stay, as well as giving a good impression for future visits. While serving Indian guests in La Rosa Hotel, the staffs welcome and greet the guests cordially, make them comfortable in the property. The front-office staffs are most likely to greet Indians by saying ‘Namaste’ which leaves a positive impression to the guests. During service delivery, the hotel staffs remain careful towards showing respect to cultural differences on aspects like race, religion, beliefs, language, and food habit etc. of the two different countries. Hotel management ensures that guests’ sentiments do not get hurt by any of the hotel’s actions.
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