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Summary 

Hofstede's cultural dimensions must be integrated into the hotel's strategy of developing a new policy to address the Chinese guests. These cultural dimensions reveal differences and similarities between the people of different cultures that can influence business relationships. The analysis of the cultures of China and the UK reveals some differences. In China, the people believe in high power that influences their relationships and expectations. High power distance also maximizes the demand for an apology from the senior staff or leaders. In the UK, people believe in low power distance, which suggests the need for training staff to develop better skills for dealing with the needs of the foreign staff. The dimension of indulgence reveals the importance of freedom and individual views of the visitors. In China, people exhibit high indulgence, which means they expect freedom. While in the UK, the staff holds low indulgence that undermines their possibilities of respecting freedom. The UK is more pragmatic that cause people to share an instant and to the point justification. At the same time, the Chinese expect detailed information and responses that could create a disagreement between the visitors and the staff. The differences suggest the hotel must adopt a cross-cultural policy to respect the feelings of the Chinese visitors and staff. 

Introduction

This report will summarize the culture and the profile of British and Chinese people, in order to provide the higher customer service to the guests that are coming from China to stay at London Marriott Hotel. London Marriott Hotel is planning to adopt an intercultural policy for addressing the needs of the customers from China. This requires conducting cultural analysis of the guest country for finding the preferences, values, needs and beliefs of the visitors. Adoption of an intercultural strategy would allow London Marriott Hotel to satisfy the guests by offering services according to their expectations. This also requires offering training to the local staff for familiarizing with the foreign culture that would improve their performance and lead to the satisfaction of customers. Hofstede's cultural dimensions are used for comparing two cultures and maximizing the possibilities of offering better services. This graph revealed Hofstede’s 6 dimensions: power distance, uncertainty avoidance, individualism vs collectivism, masculinity vs femininity, indulgence vs restraint and pragmatic vs normative.
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(Source: https://www.hofstede-insights.com/product/compare-countries/ )
Power distance

Power distribution represents the process of making evaluations about the authorities and people from different cultures. China is a high-power country, as Hofstede states, ranks it at 80, which is high from UK's 35 (Hofstede, 2020). This depicts customers from China place more value on favorable outcomes. They expect to receive high-quality service from the London Marriott Hotel. The UK is a low power distance culture where people believe in direct communications. 
In the case of complaints or staff incompetency, customers from China would expect an apology from the manager or a senior person. They might not accept the apology from a person of lower rank. This proves that people from the high-power distance culture care more about respectful treatment and dignified responses from the staff (McSweeney, 2002). People belonging to China would expect a formal apology and response from the manager. In the case of service failure, the leader would have to apologize and satisfy the customers personally. 
Effective communications are expected by the people from China because they have high power distance. They exhibit positive emotions and responses when they receive information from people of higher status. This means the words from the manager or leader would receive a positive response. 




Collectivism vs. Individualism 

Individualism is low in China because people believe in collectivism. While in the UK, employees believe in individualism, raising the challenge of dealing with the visitors holding different beliefs (Hofstede, 2001). Chinese prefer groups over individuals, which suggests the staff should respond to the collective beliefs and expectations. Chinese visitors would also like to receive attention and information from professional groups, not from individuals. 

Uncertainty avoidance 

China is a high uncertainty avoidance country which means visitors are more likely to be threatened by uncertain situations. This suggests that the London Marriott Hotel must adopt effective strategies to avoid risks that could eliminate the possibilities of facing negative feedback. (Roth, 2019). Chinese customers will be willing to spend their time for a shorter duration and visit fewer places only. The hotel should take extra precautions for avoiding risky situations. The visitors would prefer to travel in groups and stay in one hotel, so quality matters. People from high uncertainty avoidance countries are more willing to respond to acceptable emotions (Nguyen-Phuong-Mai, 2020). 
The leader must be an expert in dealing with the complaints of the customers and respond to uncertain situations efficiently. Precision and security are important for protecting the interests of the visitors that minimize the possibilities of negative feedback. London Marriott Hotel must hire leaders with good qualifications and expertise to satisfy the visitors from China. High uncertainty avoidance suggests the chances of conflicts are high. This poses the challenge of preparing a strategy to deal with conflicting situations (Evans, Suklun, & Nunn, 2017). Chinese customers have rigid beliefs, so the staff must be trained to adopt the flexible way of talking. 

Pragmatism vs. Normative 

Chinese culture exhibits a high normative sense which means they expect pong explanations of things. In the case of service failure, they must receive a detailed explanation of the situation or issue. Staff in the UK follows a different approach because they follow pragmatism and make short replies to the situations. This can create a problem for foreign guests. The staff must be trained to make detailed responses to the guests according to the situation (Khattab, Miaari, & Mohamed-Ali, 2019). By offering complete explanations, they would be able to minimize the complaints or negative feedback from the visitors. 

Natural drivers 

Indulgence is 24 in China that depicts the guests would care about deriving satisfaction and happiness. The staff must be trained to respect the feelings of freedom of the guests. Chinese visitors expect their individual beliefs and values must be respected by others (Roth, 2019). This would maximize the possibilities of satisfying their needs. Indulgence is 69 in the UK reveals cultural differences. In the UK, the values of freedom are not much respected. This could influence the interaction between the customers and the staff. The UK is high in restraint that limits the choices of the people. In dealing with the Chinese visitors, the staff must learn to respect and protect their individual interests. 

Feminism vs. Masculinity 

Masculinity is high in China because they believe men must hold power. The role of women is limited in professional life. This indicates Chinese visitors would like to receive service from male employees. In the UK, masculinity is the same, which means more male staff will be addressing the guests' needs. The staff would be comfortable responding to the needs due to the influence of the same beliefs on masculinity. In the UK, most of the leadership positions are held by men. The condition of professionalism is the same in China. 

Hotel Handbook

	DO’S
	DON’TS


	Front Desk/Reception:
· the hotel reception staff when greeting a guest from China is instructed to smile, to shake hands or a nod and to say “ni hao” or “hi”. For older Chinese people, the “nin hao” politeness greeting formula is indicated.
· the reception staff must address Chinese guests either by the family name /last name plus Mr. or Mrs.
· As a sign of respect for the elderly persons, the hotel staff should address the eldest or most senior person first.
· for the choice / allocation of the room number, it is preferable to avoid the number 4, because it is unlucky number for the Chinese people and it is recommended to choose rooms with the number 8, which is the lucky number in China.
· if the hotel staff wants to prepare a welcome gift, it is preferable to be something with the red color, which is the favorite color of the Chinese people.
· for Chinese guests it's appreciated that the hotel to do gift small items like books, music CDs, perfumes, cigarettes, and candies from the country where the hotel is located (or a well-known Chinese brand). These are always appreciated and are always well received by Chinese people.
· in case of a mistake, the guest from China expects an apology from the manager or a leader, not from the staff.
· the Chinese Guests expect detailed information and responses that could create a disagreement between them and the staff, that’s why the hotel must adopt a cross-cultural policy to respect the feelings of the Chinese visitors and the staff.


	Front Desk/Reception:
· the reception staff should not be too serious or rude, because people from China are eager to be respected, to be polite and kindly greeted by hotel staff.
· always the hotel staff must be very careful to don't address elders Chinese people using “ni hao”, because is unrespectful and unpolite. For them the staff must use “nin hao”, to show respect.
· the hotel staff must be trained to don't offer too firm of a handshake with a Chinese Guest, because can be a sign of aggression for the guest from China.
· when meeting someone from China for the first time is indicated to don't go straight for a hug or any other body contact apart of a handshake, because the Chinese guest may feel uncomfortable.
· Chinese guests should not be offered rooms with the number 4 or be on the 4th floor, because 4 is the unlucky number in China.
· the reception staff should know never to write a thank you letter for a Chinese Guest using red colour/ red ink. Red ink is a symbol of protest or criticism for Chinese people. Another meaning, especially when writing someone's name, is that red ink is used to mark the name of criminals condemned to death in official records, and to write their name on their tombstones. Also red ink in Chinese culture is used to convey bad news, such as a person who just passed away or a breakup letter.
· the staff members of the hotel never to don’t gift clocks or other symbolic items to Chinese guests. Clocks and things related to the number four are associated with death in China, and sharp objects symbolize the severing of relationships.

· the staff from Reception must be very careful to not share an instant and to the point justification in case of a possible mistake.
· if the hotel wants to prepare a welcome gift for Chinese guests, the staff need to know to don’t wrap gifts using black or white wrapping paper. It's better for them to choose festive colors, such as red, instead.
· the staff must don’t lose the temper, because when they are angry or embarrassed Chinese people usually smile, in this way they avoid a full-on confrontation and further complications.



	Food & Beverage/ Restaurant
· the restaurant manager is required to do join in on toasts. In Chinese culture it’s considered a very polite gesture to join in on each toast and even to stand up during formal gatherings.
· the waiter or waitress need to tap the table when refills the cups of tea of Chinese guests. The gesture of using two fingers to tap the dining table is used to show thanks for the guests.
· the order/ the meal must arrive in time for Chinese guest. Being on time is a sign of respect toward others. Punctuality is considered a virtue in China (however Chinese people are, on average, 10 minutes late for their engagements)
	Food & Beverage/Restaurant
· the restaurant staff must don’t tap the Chinese guest’s chopsticks. Tapping the bowl or the table with the chopsticks is considered rude and impolite.
· the restaurant staff must know to don’t use the same chopsticks to pick food from the central dishes. This is typically considered unhygienic. They must use the serving spoons or serving chopsticks provided.
· don't offer to early the meal order. The meal order coming up to early for a Chinese Guest can be considered an impolite act, as it may give the impression that the guest is very hungry or eager to eat.
· for the restaurant staff is mandatory to avoid public displays of affection. Even though public displays of affection in China are not as taboo as they used to be, it’s still wise to avoid them by everyone from the hotel staff.
· the hotel staff must be informed to don’t ask sensitive questions to Chinese guests. Sensitive topics such as relations between the various ethnic groups and the governments should be avoided.

	Kitchen
· the Chef is good to come to do sample all dishes at banquets or formal occasions. It’s considered polite for Chinese guests, and at the end of the meal if the guests leave a little on the plate it means they appreciate the host’s generosity.
	Kitchen
· Kitchen staff is indicated to don’t put bones, seeds or other inedible into in the rice bowl (for platting decor). Always they need to use a tissue or your hand to place them in the small plate provided.

	Housekeeping
· the hotel room where a Chinese guest will be staying must be very clean and well ventilated. It is a sign of respect for the guest and a sign of good hospitality.
· on the table in the room must be a tea pot and cups, a kettle for hot water, an ashtray and some candy or snacks.
· Chinese guests dislike wearing shoes inside the house and prefer to have slippers, that why is necessary to have more slippers in the room where Chinese guests stay, because they are appreciated for comfort.

	Housekeeping
· Housekeeping staff do not have to enter the room to clean if the Chinese guest has not requested this service. This is considered by the Chinese guest a sign of disrespect for privacy and rudeness.





Conclusion 

The comparison of the cultures of the UK and China reveals some differences. The London Marriott Hotel should consider cultural differences in designing a policy for dealing with Chinese visitors. China is a high-power distance culture that expects to receive respect and dignified treatment from the staff. Indulgence is also high in China, which suggests the visitors would make free choices. The staff must avoid influencing them by sharing personal opinions. Chinese believe in a normative approach, which means they expect long explanations of the situations. In case of complaints, the staff must share detailed responses. Masculinity is the same in both countries as they hire more male staff. 
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