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Executive summary

This paper investigates ways to prepare UK hotel personnel for Chinese customers. It focuses on understanding cultural awareness and then outlines how to be culturally aware with Chinese visitors. It also compares Chinese and British cultures, highlighting important differences that may generate confusion or misunderstanding. This is accomplished by analysing the country's culture profile using the Hofstede cultural model, which describes six characteristics of culture; the report examines the country in relation to these dimensions. It then makes recommendations for UK hotel employees to implement in order to facilitate smooth encounters and overcome missunderstandings.


Introduction

This report will help assist hotel personnel in the UK to prepare for and deal with international customers, particularly those from China. Hotel personnel must be culturally conscious as guests’ cultures vary respective of where your hotel is located. Including culturual sesnitivity in to hotel departments/functions will greatly result in improved customer satisfaction.  With China being a prominent destination for foreign visitors, understanding their cultural norms will go a long way toward pleasing them. This report applies cross-cultural theories such as the Hofstede model to better understand the Chinese overseas client and gives recommendations to improve their experience.

Literature review

Being culturally aware means being attentive to cultural differences and commonalities. Food, religion, communication, language, education, cultural rites, and socioeconomy may vary by culture(Stubbe, 2020). Varied cultural backgrounds have different customer needs. Making customers feel welcome and protected is the foundation of hospitality(Burlea-Schiopoiu et al., 2022). The UK is multicultural and has many international visitors(Berry and Ward, 2016). If you welcome people from diverse backgrounds, you'll have a more diverse clientele and less workplace prejudice. Therefore, hospitality workers need to posess skills such intellectual and social skills to meet visitor requests; This involves being culturally aware. Importantly to be culturally aware they must communicate effectively with guests and employees from diverse backgrounds and overcome misunderstandings or biases. Managing communication barriers is difficult yet necessary. Even if a person from a different culture speaks the same language as you, their mannerisms and interpretation of meaning may differ from yours(Ladha et al., 2018). As a result, understanding how the culture works and interacts with own culture will be valuable in facilitating interactions. 

The Hofstede model is useful to help understand cultural values and beliefs based on different aspects or dimensions(Beugelsdijk and Welzel, 2018). Power distance, individuality, uncertainty avoidance, masculinity, femininity, and long-term orientation are model dimensions. Each dimension is a cultural value or belief. The power distance dimension examines a culture's hierarchy and authority. Individualism measures how much beliefs a society values personal liberty(Hofstede, 2011). 

Trompenaars is another cross-cultural model that’s used to undertstand cultures. This examines cultural values and beliefs using seven dimensions. Universalism, particularism, individuality, collectivism, accomplishment, ascription, and risk are model dimensions(Shkurko, 2020). 

Both of these models can be really useful to gain a greater insight in to different cultures however its important to note that each culture is unique and won't fit nicely into one of the these dimensions and there may also be norms and cultural practises that operate outside these dimensions.

Chinese Culture

Using the Hofstede model to examine chinese culture, China has a high power distance index because it's a Communist country, making it submissive to leaders and authority(Zeng, 2016). China is mainly a collectivist country where people act in the group's best interests(Kolstad and Gjesvik, 2014). This also means that they place a great value on family and older people because of the wisdom and experience they provide to the family and the social order. As people are generally more group oriented, thus some behaviours, such public displays of affection (PDA), may be seen as emabarassing and innapropriate(Wu et al., 2019). Chinese culture is masculine because it values competition, work, and success, making the people very driven and focused(Badanta et al., 2020). China's uncertainty avoidance ranks low. Uncertainty avoidance is how a society handles the unknown future. The Chinese are comfortable with ambiguity; the language is full of ambiguous meanings(Chang and Lee, 2018). To avoid coming out as impolite, the Chinese deliberately leave a lot of room for interpretation in their language. If someone says they'll be there right away, it suggests they'll be there sometime in the future. Other aspects of Chinese culture also emphasise the necessity of avoiding rudeness, such as the idea that it is never acceptable to lose one's temper or "face" in front of others, regardless of the circumstances, as it can have a devastating effect on interpersonal relationships(Han, 2016). The Chinese are adaptable and entrepreneurial. Societies prioritise these two existential goals differently in terms of long-term orientation, or maintaining ties to the past while tackling present and future challenges. It's very pragmatic. Pragmatic societies believe truth is situation, context, and time-dependent. They can adapt traditions to changing circumstances and are thrifty and persistent(Hu et al., 2018). China isn't an indulgent society; they value hard work and limit gratification(Luo et al., 2021). All these factors will be very useful when accomdating for Chinese guests, such as since chinese people are work orientated so employees to make sure the wifi in the hotel is working fine so people can still do work whilst at your hotel. Also ensuring to always smile and not come display signs of contempt and annoyance will be incredibly important for employees to maintain a good relationship. 

UK Culture

In comparison, the United Kingdom ranks low in terms of power distance, reflecting a society that believes that inequities between people should be minimised. The majority of people in the United Kingdom respect their independence. The United Kingdom is likewise a manly country since most individuals are goal-oriented and determined(Morrow et al., 2013). Some foreigners are perplexed by the culture of modesty and understatement; British people frequently do not mean what they say. This is essential to remember while communicating with people from other cultures. The United Kingdom has a low level of uncertainty avoidance because the country as a whole is comfortable with uncertain situations. In terms of long-term orientation, British culture is in the middle, owing to the country's multiculturalism while yet retaining long-standing cultural elements such as the royal family. British culture is also regarded as endulgent, as evidenced by the abundance of restaurants, shopping malls, and cinemas located throughout the country.

Table of Dos and Don’t’s for employees accomadating Chinese Guests
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Do’s

Don’t’s

Always smile and maintain composure,
keep ‘face’

Show fustration or anger

Be open minded

Take things literally

Hug, smile, hold hands with partner

Avoid PDA

Greet by shaking hands or nod

Don’t be too firm with handshake as it
could come across as aggressive

Respect elders e.g by serving them first if
theyre with younger people, address elders
first

Address younger or less senior members
first

Be patient during conversations. Chinese
individuals tend to take longer to explain
themselves. They frequently hint at their
significance. Rushing or being frustrated
with them will make communication
difficult.

Don’t rush conversations, and avoid filling
silences





