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Executive Summary:
The main points of the report are cultural understanding and its background, a brief presentation of British and Chinese culture and a comparison of these. The purpose of the report is to ensure that all staff know how to treat Chinese guests. Both cultures have specific characteristics, and both can learn a lot from the other. 




Introduction:
This handbook was created to provide guidance to HOTEL CSAPO staff in managing international guest. 
[bookmark: _Int_JgWKL2cv]HOTEL CSAPO is in a frequented area of London and the majority of its guest are foreign tourist. It is essential for the establishment that the time spent in our hotel is an unforgettable experience for all guests. It is also crucial that all our staff are well trained and able to cope with cultural differences in order to provide an excellent guest experience.
[bookmark: _Int_fd78WbSF]This handbook supports the staff member in overcoming cultural barriers that require empathy, patience, and excellent communication skills. It is important that the employee’s behaviour and reactions build trust in the guest. The primary focus of the handbook is managing Chinese guests, as a considerable proportion of our hotel guests are Chinese tourist.
[bookmark: _Int_IXsggJrw]The purpose of this handbook is to help you understand Chinese culture and its substantial differences from British culture. It is important that our staff knows the needs and likes of the guests. All employees should be able to handle unusual situations and shows adaptability and respect to the guest’s culture.
The report shows how to deal with certain scenarios and what actions should and should not be taken in each situation. Compare the two cultures using a Hofstede model. 









 Background:
For the HOTEL CSAPO cultural diversity begins with its employees and ensures a level playing field for staff from diverse background - races, sexual orientations, and political views. The company operates a non-discriminatory policy and welcomes all talent.
[bookmark: _Int_rgO5hxZz][bookmark: _Int_WvJr3qaz]Just as our employees come from diverse cultures that we must respect and understand, it is also important to understand the history and culture of the UK. Understanding the local culture helps to compare the relevance of cultural differences. Understanding and dealing with cultural differences respectfully is the key to successful guest management at HOTEL CSAPO, as most of our guests are international travellers. 





British Culture:
British culture stems from the traditional Anglo culture - a defining culture in the history of Europe and the world. Today however, UK has become a multicultural country which means that many people from different religions and backgrounds live in a community. British society is a democratic, and its people believe that the difference between humans should be kept to a minimum I.e., they believe in social equality.
[bookmark: _Int_6SYPACxi][bookmark: _Int_NQzFlZFc][bookmark: _Int_wnGBwAWI]The British are highly Individualists and put themselves and their families first. They believe that path to happiness leads through personal fulfilment. British society also said to be extraordinarily successful and motivated (Hofstede Insights, no data). They do not like too many rules and prefer the “we live today” mentality that characterizes them. That is why they are creative and innovative, and those qualities make them successful in industries like advertising, marketing, financial planning (Hofsted Insights, no data). 
Based on the above, we can state that UK’s culture is a permissive culture. People want to fulfil their desires for enjoyment and entertainment. People are mostly positive and optimistic; leisure is important to them. 





Chines Culture:
[bookmark: _Int_8oOBeh6e][bookmark: _Int_Vrxh7cLF]Song (2022) China is an anti-democratic society where people are less able to enforce their liberties. Chinese culture is influenced by Confucianism, which is also a national philosophy and religious belief system. Principles of inner virtue, morality, and respect for community and vales. China's people are much more isolated than people born and raised in European countries. The Chinese people are strongly collectivists, do not believe in the individualist and focus on the development of the group instead id themselves. Therebefore, Chinese families may be unconsciously cohesive and work very well together. This is also supported by the hofsted-insights website, which states that 70-80% of Chinese businesses are small and medium-sized and family-owned (Hofstede-insights, no data). Chinese culture is characterized by pragmaticism, good adaptability and great workmanship. Chinese society a restrained society is a restrained society, often prone to pessimism. They are much more in control of their desires and leisure is not important to them. 



Analysis:
As you can see guests from Chinese background may display different habits and behave differently in certain situation. Due to cultural differences, a Chinese guest will behave completely differently during a dinner, or at the reception or in the communal space. Their behaviour is often outrageous because few Chinese know other cultures (Jeraldinephneah, no data). These behaviours and habits must be recognized and properly addressed by all our employees. It should be noted that the guest must always adapt to the culture in which he or she arrives, but this is often not the case. Our expectation from employees is to handle complicated situation well and allow guest to practice their own culture if it is not offensive to another guest. The table below summarizes a few situations that require different hospitality to help with what can and cannot be done. 








Behaviour/Habits Table:
OK=Strongly characteristic, Allowed, Do’s
NOT=Not Typical, Not allowed, Do not
	
	British 
	Chinese

	Power Distance
	OK
	NOT

	Individualism
	OK
	NOT

	Masculinity
	OK
	OK

	Uncertainty Avoidance
	NOT
	OK

	Long Term Orientation
	NOT
	OK

	Indulgence
	OK
	NOT

	Wearing shoes in room *
	NOT
	OK

	Greeting in the morning**
	OK
	NOT

	Drinking hot water
	NOT
	OK

	Tips***
	OK
	NOT

	Walking after Dinner
	NOT
	OK

	Use handkerchief****
	OK
	NOT

	Body Touch
	OK
	NOT


* = The Chinese do not wear shoes in the apartment. Please do not be surprised if the Chinese guests take off their shoes before entering the room.
**= Chinese people avoid personal contact with strangers so do not be surprised if they do not want to say “good morning” at morning or do not respond to the morning greeting.
***= Chinese do not give tips.
****= Using a handkerchief and then putting into the pocket is very disgusting in Chinese culture. Please do not do this in front of our Chinese guest.

[image: ](Hofstede-insights, no data).



Conclusion: 
Hopefully after studying this handbook, you will understand British and Chinese culture better. You will know what our Chinese guests do and why. It is particularly important for the HOTEL CSAPO establishment that all our staff handle cultural differences smoothly, so that we can provide an excellent guest service and positive experience to all visitor from all background. The tips and practices provided in this handbook should prove useful in dealing with Chinese guest.
In conclusion, both cultures are traditional and have built their peculiarities through history and time. We must respect and understand the differences between them in the order to adapt our practise and create a welcoming environment to all guests. HOTEL CSAPO prides itself in diversity and inclusion at all levels-including staff and visitors.
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