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Summary 

Cross-cultural tourism in the hospitality industry suggests collecting information about the cultural dimensions for adapting to the needs of the foreign customers. It is important for the managers and leaders to gain complete knowledge about the particular culture for responding to their needs efficiently. Adjustment and adaptation of interaction and communication must integrate the Hofstede’s cultural dimensions for addressing the concerns of the foreign customers and responding to their needs appropriately. These cultural dimensions are used to examine the nature of the people belonging to different cultures that helps in designing a cross-cultural policy. This maximizes organization’s competency of satisfying foreign customers by treating them appropriately according to their expectations. The training promotes intercultural competence in the staff that maximize their capability of handling customers with different cultural values, backgrounds, and beliefs. The communications strategy is developed on to handle critical situations intelligently that promote positive relationship of the organization with the customers. This is effective in proving organization’s policy on respecting diversity and cultural differences that has positive impact on the customers. Cross-cultural competencies offer numerous benefits such as increasing relationship of loyalty with the customers that increase their likelihood of availing the services in the future. 



Introduction
This report will summarize a comparative analysis between two totally different cultures: Welsh/British culture versus Turkish culture. A comparative analysis of the hypothetical situation is made based on the fact when Cardiff Marriot Hotel Wales/ United Kingdom is expected to receive guests from Turkey, which describes the need to integrate an effective strategy for responding to the customers. The successful strategy depends on hotel’s ability to integrate cultural dimensions that reveals the likes, expectations and demands of the Turkish guests. By adopting an effective customers policy, the hotel can integrate changes that could maximize customers satisfaction and joy. 
The chart below shows the 6 dimensions described by Hofstede’s for the two countries: Turkey and UK.
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(Source: https://www.hofstede-insights.com/product/compare-countries/)

Power distance

Power distance represents the degree to which people agree or accept privileges and unequal distribution of power. Turkey is a large power distance culture due to the role of traditional hierarchy. According to this culture managers are expected to control major organizational activities and know all things (Hofstede, 2020). Customers from high power distance country have positive attitudes to service. These customers expect exceptional service from the host country especially in hospitability. Privileges are concentrated at higher level and the society follows a hierarchal system. High power distance culture is extremely competitive that allow customers to choose the best service. Comparison of the UK’s culture with Turkey’s depicts certain differences as power distance is 66 in the later (Hofstede, 2020). Individualism is at 37 in Turkey and 89 in United Kingdom. Masculinity is at 45 in Turkey and 66 in UK (Hofstede, 2020). 
Marketing-mix process depicts customers from high distance country expect personalized service. The customers of this culture are more likely to see themselves as superior to service employees. The hotel must make apology to the customers for avoiding negative responses (Evans, Suklun, & Nunn, 2017). By accepting responsibility of delays in the delivery of service, the hotel will promote positive feelings of customers. 

Collectivism vs. Individualism 

The cultural of collectivist would focus on promoting sense of belonging and harmony among staff. This would be done by organizing in-group discussions and collective analysis. Individualism is 37 in Turkey because the people believe in collectivism (Hofstede, 2020). This indicates the hotel would need to prioritize groups. The hotel would respond to the collective needs of the customers that maximize the possibilities of satisfying them. 

Uncertainty avoidance 

Weak-uncertainty avoidance suggest staff would learn to lower anxiety and stress by showing high tolerance (Hofstede, 2001). Uncertainty is 85 in turkey that reveals high tolerance (Hofstede, 2020). In Turkey people have high tolerance towards other cultures that transmits their openness and ability to accept new ideas. The hotel faces a favorable situation due to high uncertainty-avoidance of the Turkish customers.  The staff can be open to the foreign customers due to their openness and flexibility towards new culture. Unassertive style of communication is essential for dealing with the customers of the high-power distance culture (Cordero & Kurz, 2006). In case of negative experience, these customers avoid further friction (Khattab, Miaari, & Mohamed-Ali, 2019). The hotel must integrate an effective communications strategy for responding to the foreign customers. In the case of service failure, these customers would make formal complaints to the organization (Toro et al., 2020). This suggests the hotel would need to develop systems to identify dissatisfaction of customers. The hotel can add British cuisine and décor based on the tolerance of the guests (Reuter & Baker, 2015). They exhibit high likelihood of accepting new culture and food. 

Natural drivers 

Natural drivers depict indulgence is 49 in Turkey (Hofstede, 2020). This depicts the need for adoption strategies that could promote happiness and satisfaction among foreign guests. The hotel needs to train staff that could promote feelings of satisfaction among customers (Roth, 2019). The culture of indulgence is essential for promoting the feelings of happiness. The organization would adopt policy on providing freedom of speech right to the individuals (McSweeney, 2002). Hofstede’s cultural dimensions will be integrated for offering cultural trainings to the staff (Commisceo, 2020). The hotel has planned to offer cultural training to the staff for retaining foreign customers from turkey. These training include experts who have experience of providing cultural trainings to employees in different organizations (Nguyen-Phuong-Mai, 2020). The trainees will organize lectures and decide duration. Two lectures of 50 minutes will be delivered with a break of 20 minutes. The trainees will use relevant material such as tools and visual aid to develop direct interaction. 

Pragmatism vs. Normative 

Normativism is 46 in Turkey that suggests customers expect detailed explanation of the issues and services (Hofstede, 2020). This suggests the hotel should develop an efficient strategy of communicating the services, costs and benefits for the customers that would maximize their interests of staying in the hotel and choosing it in the future (Lamb et al., 2018). The staff must be trained to offer detailed information about the service or problem. In case of dissatisfaction the staff would need to explain the issue and make a detailed apology (Masten, 2004). Having effective communications strategy would also maximize the possibilities of retaining customers.
 
Feminism vs. Masculinity 

Masculinity is 66 in UK and 44 in Turkey that depicts the need to hire both male and female staff for responding to the needs of the foreign guests (Hofstede, 2020). Guests from Turkey expect to receive service from both male and female staff. Masculinity is low in the foreign country that exhibits acceptance of gender equality. 

Hotel Handbook
	DO’S
	DON’TS


	Front Desk/Reception:
· the reception staff must be prepared to have rooms with bed options that can accommodate more than one guest: a full/double/larger bed, two twins’ beds that can be pushed together or separated, or a double beds room and then providing an air mattress. This will give guests that have children or those that come in groups to sleep in the same room.
· for Turkey women the staff from reception can prepare as a welcome gift flower, especially roses or carnations.
· In Turkey culture it is allowed to shake hands upon meeting someone. The hotel staff must shake hands with the elders first, with everyone present, including the children.


	Front Desk/Reception:
· the staff from reception must do remember that Turkey is a Muslim country, and the guest don't drink alcohol, so they can't be offered alcoholic beverage as a gift.
· if is a Turkey family the hotel must don't leave the children out when giving gifts. The staff must prepare some candy, that makes a great gift for kids.
· is indicate for the hotel staff to don't give a gift that is very expensive to the Turkey guests, just something symbolic.
· The Manager of the hotel and the hotel staff must be aware that men and women in Turkey culture are expected not to touch, even shaking hands can be taboo.
· never don't point at a Turkey guest with your finger, because is a clear sign of disrespect.

	Food & Beverage/ Restaurant
· the Turkey guests will do put your knife and fork side-by-side on their plate to indicate they are done.
· if the food is good and they enjoy it, the Turkey guests will do eat everything on your plate.
· if are many people sitting at the table, only one Turkey guest will do pay for the whole meal if was him who initiated the order. Splitting the bill is not traditionally done for Turkey guests.
· the hotel staff need to maintain eye contact during meetings, because for guests from Turkey the eye contact while speaking is a sign of honesty.

	Food & Beverage/Restaurant
· the restaurant staff need to know to don't use the left hand when serving meal to a Turkey guest, because the left hand is considered unclean.
· For the guests from Turkey the “OK” sign it's a rude gesture, so the hotel staff don't have to make this sign.
· a vulgar gesture is considered for the Turkey guests when someone put the thumb between the index and middle finger, so the hotel staff don't need to do this gesture in the presence of a Turkey guest.



	Kitchen
· it is preferable for guests from Turkey to have at least one traditional Turkish dish on the restaurant menu or if not, the Chef to be able to cook them some Turkish a la carte dishes.
	Kitchen
· when the guests from Turkey order the meal food, they don’t like to be late. If the meal won't be on time, they request for the Chef to explain why.
· like others Musselman’s, Turkey guests don't eat pork and the Chef need to be well informed about the meal order.


	Housekeeping
· the room need to have included: tissues, extra toilet paper, soap, toothpaste, extra light bulbs, air freshener, towels, wash cloths, an extra pillow, and an extra blanket.
· in the room it is necessary to do some extra decoration: place some artwork and/or plants throughout the guest room. It’ll help the Turkey guests feel more comfortable and at home while giving some stimulation.
· the hotel always needs do provide for the Turkey guests a desk or table in the guest room. Make sure there are pens and pencils for them to write with.
· the staff need to be sure to have extra blankets and pillows.

	Housekeeping
· the staff need to don't forget for the Turkey guests about the adequate lighting. They must make sure that the table or floor lamps provide enough light to see or read in the night.
· the housekeeping staff must be careful to don't have only one form of clothing storage. The Turkey guests want to have extra a portable closet. Guests may have some clothing that needs to be hung to stay wrinkle-free, and of course for coats and jackets.
· if the hotel doesn’t have rooms with a small desk or table, then at least provide a chair to give them a place to sit beside the bed.
· for Housekeeping is very important to don't forget to have some snacks and an alarm clock available for the Turkey guests.





Conclusion 

The evaluation of the cultural dimensions of Turkey depicts the Cardiff Marriot Hotel in UK must integrate changes for responding to the needs of the foreign customers. The comparison of the cultural dimension depicts Turkey is high in power distance that means customers would expect managers to address the issues. Collectivism is high in Turkey that suggest the hotel must respond to the customers in collective groups. High normative suggest the customers expect detailed explanations from the staff on services and problems. Masculinity is low that means the staff must include female and male employees. Indulgence is also high, so the staff needs to address the concerns of the customers efficiently. The hotel has decided to adopt an effective communications and training policy to promote positive impression and retain customers by maximizing satisfaction. 
	



Word count: 1.045

References

1. Cordero, A. & Kurz, B. 2006. Acculturation and the Mental Health of Latina Women in the Women, Infant, and Children Program. Journal of Indexing and Metrics, 21(1): 46-58.
2. Commisceo Global Consultancy. 2017. Country guides. Retrieved from  https://www.commisceo-global.com/resources/country-guides
 (Accessed:05th March 2022) 
3. Commisceo. 2020. OUR TOP-SELLING E-LEARNING COURSES . Retrieved from https://www.commisceo-global.com (Accessed:05th March 2022) 
4. Evans, A., Suklun, H., & Nunn, S. 2017. Workplace diversity and intercultural communication: A phenomenological study . Cogent Business & Management , 4 (1).
5. Hofstede. 2020. COMPARE COUNTRIES . Retrieved from https://www.hofstede-insights.com/product/compare-countries/ (Accessed:05th March 2022) 
6. Hofstede, G. 2001. Culture’s Consequences: Comparing Values, Behaviors, Institutions, and Organizations Across Nations. Geert Hofstede .
7. Khattab, N., Miaari, S., & Mohamed-Ali, M. (2019). Visible minorities in the Canadian Labour Market: Disentangling the effect of religion and ethnicity. Ethnicities , 20 (6).
8. Koc, E. (2020) Cross- Cultural Aspects of Tourism and Hospitality: A Dyadic Perspective Routledge. Abingdon: Oxford

9. Lamb, C. W., Hair, J. F., & McDaniel, C. 2018. MKTG12: Principles of marketing. Mason, OH: Cengage. 
10. Masten, W.G. et al. 2004. Depression and Acculturation in Mexican American and European American Women. Anales de psicologia, 21(1): 15-21.
11. McSweeney, B. 2002. Hofstede’s Model of National Cultural Differences and their Consequences: A Triumph of Faith - a Failure of Analysis. Human Relations , 55 (1).
12. More Balanced Approach With Insight From Neuroscience. Front. Commun.
13. Reuter, T., & Baker, S. 2015. Operationalizing Organizational Change Theory: Implications For Practice In The Fraternity/Sorority Movement. The Research Journal of the Association of Fraternity/Sorority Advisors , 10 (1).
Roth, K. 2019. Indigenous eople. Retrieved from https://www.hrw.org/world-report/2020/country-chapters/canada#2c9b66 (Accessed:05th March 2022) 

14. Toro, R.I. & Farver, J.M. 2020. Acculturative Family Distancing and Depressive Symptoms Among Latinas: The Role of Intergenerational Cultural Conflict. Peace and Conflict: Journal of Peace Psychology, 26 (2): 117-125.
15. https://youtu.be/VMwjscSCcf0  (Accessed:06th March 2022) 
16. https://youtu.be/h9x2_WgwhY4 (Accessed: 15th March 2022)
17. https://youtu.be/eoW53zvWBqw (Accessed:06th March 2022) 
18. http://youtu.be/xYJXNkMKgX8 (Accessed:06th March 2022) 
19. https://www.cia.gov/the-world-factbook/ (Accessed:06th March 2022) 
20. https://www.hofstede-insights.com/product/compare-countries/(Accessed:06th March 2022) 
21. http://www.youtube.com/watch?v=haohj1sVnyk&feature=share&list=RDkn3NwMtAEHs&index=7 (Accessed:06th March 2022) 













2

image1.png
Prifysgol Cymru

Y Drindod Dewi Sant
University of Wales
Trinity Saint David





image2.png
United Kingdom

89
66 66 6
51
5 46
i I I I I I I
Power Poven  Mesauny ety LergTem g
Distnce

* estimated




