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                                             Cultural Awareness

     Before starting to observe multiple types of cultural aspects and to proceed towards how the employee of a hotel must behave with different guests, we must be able to understand what Cultural Awareness means. According to Tylor, (1871), “Culture is the complex whole which includes knowledge, belief, art, morals, law, customs and habits and any capabilities acquired by man as a member of society”. Which in my opinion is more than true. Culture is transmitted from one generation to another, and for most people it is their way of life. This is the main reason why it is different from a country to another, from a region to another. In order to have a better understanding regarding people and their culture, Psychologist Dr Geert Hofstede published his cultural dimensions model that had an immense impact (1970). 


                    Hofstede’s Culture Dimensions Theory

  	This theory turns out to be an internationally recognized standard for understanding the differences between different types of culture. It consists of a structure which helps with the evaluation and targeting of the differences between cultures and how business can function for multiple communities. The 6 models of national culture are composed by Collectivism-Individualism, Power Distance, Masculinity-Femininity, Uncertainty Avoidance, Long-term Orientation, Indulgence. Each of them is different such as: 
Individualism is about people feeling independent (it is not about egoism; it is about choices and decisions). Collectivism is not about closeness, it is about “knowing one’s place” in life. 
The Power Distance represents the degree to which members of a community, or a family relate to uneven power distribution. According to Gray, (2012), “Men are supposed to be from Mars, women from Venus”. Masculine civilisations are more explicitly gendered than feminine civilisations. 
[bookmark: _GoBack]Uncertainty Avoidance is about doubt in the face of the unfamiliar, and dwelling in your comfort zone. That kind of behaviour is reflected by one’s need for stability and order. We now live in a fast-paced environment and the constant change creates worry; therefore, people constantly feel the need to be prepared and to control the future. The wish to control all the circumstances that appear in life increases the level on one’s reluctancy and feeds their uncertainty. Indulgence focuses on feeling free and focusing on the pleasurable things in life. In a restrained culture, feeling controlled, ultra-managed or restricted is the normal way of living the life. Life should be lived in the moment and humans should be allowed to enjoy all life has to offer, without restrictions of any kind. 

                         Importance of Cultural Awareness in Hospitality 
 
The hospitality industry is on a path of continuous growth, strongly moving towards becoming more popular and powerful. Its popularity amongst customers and also people looking for employment opportunities has increased in the last decades. In this modern era, cultural awareness is a crucial aspect which should govern this industry. Understanding culture and therefore human beings should help with optimizing productivity, motivation and prevent discrimination. When both the staff and the customers are taken care of and efforts are made in order to reach a proactive and fruitful relationship between them, the business is set for instant success.
According to Samovar & Porter (1995) “culture governs and defines the conditions and circumstances under which various messages may or may not be sent, noticed, or interpreted. Hall & Hall (1987) has constantly insisted that “there is an inextricable relationship between culture and communication, arguing that any culture is primarily a system for creating, sending, storing, and processing information.” Every culture has its own rules, traditions and charm, and in hospitality, all the cultures are important, and they are treated with fairness and equality.


 Different types of culture 

   
        According to Lewis (2006) “the communication style of the countries is different”. Let’s see some examples, shall we?

a. Australia: Australians tend to be really hard on themselves, but they prefer not to criticize others. They treat everyone in an equal manner and display a sense of humour that is highly appreciated in general. They also tend to speak in a uniform language, with almost no regional variations; jokes, sarcasm, irony and anecdotes are very popular amongst them. They are free spenders, by often mixing business with social matters, and they will always show gratitude whenever someone grants them a favor. 
b. Britain- Their society is slowly but surely becoming heterogeneous. The official language is English.  They are extremely punctual; for them, being late is something out of the ordinary. Saying polite things like “thank you” and “sorry” are normal for every context. The Brits rarely use superlatives. They are keeping the distance one arm’s length between them when speaking, as they have a great respect for one’s personal space. If they are somehow sitting too close, it is assumed to be an aggressive gesture. 
   c. France – the main language spoken throughout the country is French. Their predominant religion is Catholicism. They are strong believers in equality, which can also be seen in their own motto:  "Liberté, Égalité, Fraternité”. Even though they are known for being rude towards visitors and making a first bad impression for the country itself, their government is making efforts to fight against this kind of behaviour. Other than that, they truly believe in table manners and are irritated when their meal is only 10 minutes late.
   d. India – the Namaste custom is one of the common ways of greeting. One of the most traditional things from India’s culture is eating with their hands. The best way to attract their sympathy is to be expressive, simple and polite. The Indians are very hospitable even if they are poor. The women show an immense amount of respect for men, especially their husbands and fathers in law. 
  e. Indonesia - conversations are led in quiet voice, without showing a wide palette of emotions; listening without disruption; they are men of few words; they try their best to please anyone; Indonesians tend to not ask for clarifications when they don’t understand something; they speak slowly and clearly when speaking in English.
   f. Philippines – the official language is Tagalog. They prefer to not interrupt in any conversation, they display a positive attitude and feel passionate about music and basketball; welcoming and always keen on making people feel accepted; for them the family always comes first, helping each other without expecting anything in return; They love to eat (eat every hour or every three hours) and to sing. Most of them have a small karaoke machine at home. 
   g. USA – the main spoken language is English. They believe in individualism and praise diversity and equality; Americans tend to speak pretty fast and like being straightforward; they are known for being picky as they expect a formidable service; they mostly ask for the manager.
  h. Japanese- the Japanese are rather known as a unit. They don’t believe in individualism, as the universal good is more important than individual gain; Japanese people treasure diplomacy so they prefer to not cause any kind of conflict; when they greet each other, they bow; they offer gifts to their visitors and are extremely punctual. 
 I. Romanian - the principal language is Romanian. Most of them are Christian; they are quite a bit on the extreme: they’re either reserved and don’t trust too much in strangers or either they are very welcoming and jolly; different traditions and cultures depending on the region they’re coming from; the men greet women by kissing their hand; when they have guests, the hosts like to receive flowers, chocolate, and toys for kids; all of their holidays revolve around food; the Romanian people are pretty punctual and serious. 
j. Russia- they have a serious appearance at least in public. extremely direct, Russians don’t tolerate small talk and most of them prefer to get to the point of a conversation; they never ask “how are you“ when they walk past each other in public; Russian people have a lot of superstitions like “knock on wood”, consider good luck if they break a glass accidentally; they prefer not sitting at a table corner or on the floor; Russia has one of the highest smoking rates in the world. 

    
                                         
 Aid Memoire 

      Aid Memoire is basically a list that you use in order easily to remind you of something. (Collins Dictionary).  A great manager must prepare and deliver the best services in a hotel. That also includes preparing the staff on how it is expected to behave with visitors from different countries, as they all come from with distinctive cultures. The staff must be aware of what is not allowed and what might be considered an insult from their part. This is where cultural awareness plays its role in any type of management. Even if the staff is met with cultural challenges, the manager already made sure to offer them helpful instructions and prepared them on how to react in such cases. Either way, the most important quality of the staff is flexibility, which will always be the foundation for dealing with people from other cultures.

	Staff in hotel / manager
	DO
	Don’t 

	Australia
	- make jokes
-say anecdotes
-do them favours if they ask
	-use flowery speech
-give them a poor looking room

	Britain
	-SMILE all the time 
-make them to feel special
-say “thank you” 
-keep the distance
-room, meals, must be on time 
	-ask personal questions
-talk too much
-be upset or angry

	France
	-try to speak in French
-maintain formality
-accept their criticism
-show trust
-answer in a serious manner
-recommend gourmet meals
	-stand in prolonged silence
-use sarcasm
-give them a poor looking room

	India
	-show respect and if you know how to salute them, do it
-be polite and expressive

	-talk too much with the women, especially if it is a couple, talk to the men

	Indonesia
	-listen and don’t disrupt
-speak slowly and clearly
	-talk too loudly
-confront them or raise your voice

	Philippines
	-smile, be friendly, take their hands, bend over and put their hands on your forehead
	-make comments that are too direct
-give them a luxurious room but not a poor room either

	USA
	-give them the best room
-talk with them clearly, loudly and smiling 
	-be angry and shy
-discuss politics

	Japan
	-give them a normal room
-be punctual and polite
-flatter them 
-speak slowly and distinctly 

	-try to extract decisions
-say “no”


	Romania
	-smile, and give them information
-show respect and make them to feel unique (they give tips)
	-talk in a superior way
-give them a poor room
-apologize too much 

	Russia
	-get to the point
-be direct and polite
	-talk slowly
-give them a poor room



     
                                             Conclusion


The global growth of the hospitality services cannot be done without intercultural managers in this modern era. The right person who should fill in for this role must be able to work smart, carefully and to comprehend and blend in every cultural environment. To top that, he must also be able to help his staff achieve all of the above as well. It may sound discouraging for some, but after all, a manager’s role is to become the bridge between the upper management, staff and customers. Why not strive to grow into the leant between multiple cultures as well? After all, learning about cultures also means discovering more about human behaviour and interpersonal communication, regardless of language and aspect. The manager might end up seeing beyond cover of the book so to speak. Also, if the staff opens their perspective as well, by learning different languages, how to behave and how to greet the guests, they will be happy and will come back. 
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