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[bookmark: _Toc96125713]Executive Summary
When it comes to the hospitality business, intercultural competency plays an important role. Cross-cultural competencies and the training of hotel workers to learn the customs, attributes, and behavioural patterns of other cultures can improve client service at a hotel that values guests and employees of all cultures. As a result, a hotel’s brand image enhances and foreign guests become repeat customers.
There are several cultural contrasts between the United States and China that were examined in this paper. Anaheim Marriott, located at 700 W Convention Way, Anaheim, CA 92802, is the hotel of choice in the United States. By using Hofstede’s Cultural Dimension framework, the report analysed different areas and types of cultural variations between the two counties.
Following this, the report explores the ways in which hotel workers in the United States should become more acquainted with the cultural distinctions between China and the United States. It also discussed how Anaheim’s staff should adapt to the cultural differences when guests from China arrive and emphasised that failing to adapt may lead to customer dissatisfaction. Further, a summary sheet for hotels in the United States and China was also provided, including “Do’s and Don’ts” training strategies for hotel workers to help them become more culturally competent.

[bookmark: _Toc96125714]Introduction
Cultural awareness for hoteliers means the ability of a hotel to alter its services based on the individual needs of its guests from a variety of cultural backgrounds (Mullins and Dossor, 2013). Comparing and contrasting China and the United States in light of Hofstede’s Cultural Dimension model, the report analysed the cultural differences between the two countries. An in-depth review of how hotel workers in the United States should adjust to the cultural differences of Chinese customers was offered in the report. Additionally, a summary sheet summarising the “Do’s” and “Don’ts” for hotel workers in each country were presented at the end.
[bookmark: _Toc96125715]Country A (USA)
The USA has been selected as Country A, and the Anaheim Marriott, located at 700 W Convention Way, Anaheim, CA 92802, has been selected as the hotel of choice (Tripadvisor, 2022). The culture of the USA will be examined using Hofstede’s Cultural Dimension model. 
[bookmark: _Toc96125716]Culture Analysis of the USA
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[bookmark: _Toc96116684]Figure 1: Hofstede’s Cultural Dimensions


Source: (Bruin, 2017)

Power Distance: Although the United States has a comparatively low power distance of 40, there are still certain discrepancies in the country. The Anaheim Marriott’s employees may treat each other and its guests equally, but some staff may exert power over other employees or visitors. 
Individualism vs Collectivism: Anaheim’s personnel may only concentrate on their jobs, speak directly, and avoid establishing associations with guests because of the individualistic nature of American culture.
Masculine vs Feminine: Anaheim’s employees are likely to be driven by competitiveness and performance because of a culture of masculinity in the United States with a score of 62. For instance, their goal might be to improve the service quality by putting in extra effort and long hours.
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[bookmark: _Toc96116685]Figure 2: Hofstede Insights of the USA 


Source: (Hofstede Insights, 2022)
Uncertainty Avoidance: With a score of 46, the US culture shows a moderate level of openness to new ideas, viewpoints, and freedom of expression. The managers of Anaheim’s hotels should therefore encourage their employees to contribute their ideas and make decisions that will satisfy their guests.
Short/Long-term Orientation: In the United States, individuals are motivated by short-term gains, as evidenced by the country’s low short-term score of 26. Anaheim hotel’s management may therefore put pressure on its employees to enhance service quality.
Indulgence vs Self-restraint: In the US, visitors are likely to be extroverted and place a high value on leisure because of the country’s high indulgence score of 68. So, the Anaheim Marriott may cater to American visitors in a different way than it would to guests from restrained cultures, who tend to have more neurotic personalities.
[bookmark: _Toc96125717]Country B (China)
The report has chosen China as Country B. For this report, the study of Chinese culture will be based on Hofstede’s approach.
[bookmark: _Toc96125718]Culture Analysis of China
Power Distance: A score of 80 indicates that China’s culture is highly unequal. Guests from China are expected to show more respect for hotel managers than their subordinates, such as housekeepers.
Individualism vs Collectivism: With a score of 20, China is classified as a strongly collectivistic society, in which individuals behave in the collective interest rather than their own. So, guests would want genuine relationships with a hotel and return regularly (Bedi, 2016).
Masculine vs Feminine: China has a masculine culture with distinct gender roles. Guests look for managers who can make decisions with confidence and authority.
Uncertainty Avoidance: China also has a weak uncertainty avoidance culture. Guests from China may be more forgiving of hotel staff’s mistakes and less confrontational in their dealings with them.
Short/Long-term Orientation: With a score of 87, the Chinese culture believes in long-term orientation. Chinese guests expect hoteliers to display accountability, self-discipline, and perseverance.
Indulgence vs Self-restraint: As China has a restraint culture, they place less value on recreation and are generally more pessimistic. So, hoteliers need to use strong persuasion and show compassion to entice visitors.
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[bookmark: _Toc96116686]Figure 3: Hofstede Insights of China


Source: (Hofstede Insights, 2022)
[bookmark: _Toc96125719]Critical Analysis
The four major differential dimensions between the USA and China are power distance, individualism, long-term orientation, and indulgence. Guests from China may have more respect for Anaheim’s manager than their subordinates, and power-holder guests may demand special treatments than other guests. Although Anaheim hotel in the USA may treat everyone equally, it must ensure proper attention and service is being provided to power-holder guests from China as otherwise, it may lead to customer dissatisfaction (Solomon, 2019).
Hotel personnel in Anaheim may be expected to treat Chinese guests with courtesy and cooperation. They would expect hotel staff such as room service and front desk to communicate and engage with them cordially, rather than just communicating directly. 
There’s a significant difference when it to the orientation between the USA and China. Anaheim’s staff must display accountability, self-discipline, and perseverance to satisfy Chinese guests. For instance, it should show accountability for any mistakes made during reservation or housekeeping and show perseverance when solving a problem faced by its guests to avoid guest dissatisfaction (Jiang, Li, Zhang and Ruan, 2022). 
Further, China has a restraint culture, and so Anaheim must adapt techniques to make the Chinese guests happier and excited during their stay (Huang and Crotts, 2019). For instance, saying “Ni Hao” instead of a dull “Hello” may make a Chinese guest happy. It should address guests politely using titles such as Mr, Mrs, Dr because the Chinese guests prefer a formal communication style and may not be happy if the front desk addresses them using their first name. Also, it should avoid pointing fingers towards the guest as it may upset them (Casalena, 2017).
[bookmark: _Toc96125720]Handbook
Hotel personnel in the US and China may follow the instructions in this illustrated summary guide.
	Cultural
Etiquettes
	Do’s and Don’ts

	Greet & Meet 
	USA 
	· Firm handshakes along with eye contact
· Avoid hugs

	
	China
	· Welcome guests by saying “Ni Hao”
· Shake hands and nod or bow slightly
· Avoid body touch 

	Body Language 
	USA 
	· Offer personal space
· Avoid arm crossing while talking to guests

	
	China

	· Nod while greeting guests
· Avoid pointing fingers

	Dress
	USA 
	· Dress formally, such as in a vest
· Avoid wearing clothes that make a statement

	
	China
	· Wear a formal dress that’s clean
· Avoid casual clothes such as shorts or jeans 

	Food 
	USA
	· Ask guests whether they want separate bills cordially
· Avoid pressurising guests to hurry or pay

	
	China 
	· Offer chopsticks
· Read the menu carefully; avoid offering bread in breakfast  

	Others 
	USA 
	· Avoid slouching 

	
	China
	· Avoid stereotypical comments and gestures 
· Avoid addressing guests with their first names



[bookmark: _Toc96116689]Table 1: Hotel Summary Sheet
[bookmark: _Toc96125721]Conclusion
The report presented a critical analysis of how the cultural differences, demonstrated using Hofstede’s model, influences the behaviour of hotel personnel. The USA and China were the chosen countries, and the significance of these cultural differences was applied to Anaheim Marriot. The report ends with a “Do’s and Don’ts” summary sheet that hotel staff can follow to enhance the guest experience in their respective countries.  
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