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Executive Summary:
Hotel industry is based on intangible service provision and satisfying guests with added value. Understanding the cultural difference of guests is essential because that helps hotel staffs to connect better with guests and provide better experience. Mishandling culture may sometimes lead into bigger conflicts and result in loss of reputation as well. Hotel staffs can effectively serve guests if they’re well acquainted with guests’ culture and make them satisfied which in turn makes guests respectful towards the host country’s culture. The report emphasised on that subject and provided an analysis on the cultural differences between two countries with a handbook for hotel staffs for training purpose. 
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Introduction:
Hotel industry is service-based industry where the quality of service mostly depends on the person providing it. Providing convenient experience at hotel to international tourists hold huge significance as it not only benefits property with customer satisfaction but also with international exposure. That aspect from a broader extent will be analysed in this report. Hofstede looked at the cultural differences across modern nations in his pioneer study and defined cultural values in four dimensions. The report will evaluate the necessity of sensitivity and cultural intelligence in light of Hofstede model from the perspective of two countries. 


[bookmark: _Toc97248617]Country A (United Kingdom)
The hotel one of the most renowned five-star hotel, Four Seasons Hotel, located in London, UK. British culture has got great influence from the combined nation’s history, their religious life, pattern of interaction with European culture and the impact of British Empire. The class system has been a powerful point of British culture where the occupation of people is differentiated by blue- and white-collar workers (Thompson, 2013). Reservedness is another core concept practiced by people by remaining calm and diligent. The country is multicultural as the rate of immigration has been higher in the past two decades which introduced multiple customs, traditions to the UK culture. 
[bookmark: _Toc97248618]Country B (India)
Over the centuries, India has experienced significant fusion of culture among Muslims, Hindus, Sikhs, Jains, Buddhists and multiple tribal populations. India is the birthplace of many religions different festivals and customs made it one of the richest cultures in the world. The citizens don’t emphasise on leisure and fulfilment of desire. The people here hold strong belief system and sense of pride because of the distinctiveness of culture. Because of over population, there’s less privacy for public people, resulting in development of cultural tolerance (Ganeri, 2013). The country is melting pot of more than 25 languages which made linguistic diversity as the source of identity of India.
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[bookmark: _Hlk97247722]Source: (Hofstede, 2013)
[bookmark: _Hlk97214719]The first dimension of Hofstede model is power distance which expresses the attitude of respective culture towards inequalities. Britain holds lower ranking 35 of PDI as it believes in society where the inequalities will be minimised. The PDI score is lower among the higher-class citizen than that of working-class citizen. The country believes in sense of fair play where birthplace shouldn’t limit one’s travel boundary. India scored 77 in Power distance dimension, indicating the dominance of top-down structure and hierarchy in society. Directive style of communication is followed by the paternalistic leavers and management directors. By Individualism, the degree if interdependence maintained among members in society are represented (Hofstede, 2013). UK is ones of top countries in individualist score of 89 because the British are highly private people. Children from early age are taught about having unique purpose of life and unique aim to contribute in society. In individualism dimension, India scored 48 as the society is blessed with both individualistic and collectivistic traits. The individualist aspect is the result of dominant religion Hinduism. In the dimension of Masculinity, the higher score on masculine or feminine indicates its dominant value in society and quality of life. With 66, Britain is seen as a Masculine society and higher oriented towards success. People there live with ambition of performance and success at work. India scores 56 on Masculinity dimension as its masculine society in term of visible display of power and success. Uncertainty avoidance is fact that society is always threatened by uncertainty and have beliefs to avoid these. Britain has lower score 35 in that index which means people are less worried about future and go along well with changed situations and plans. With 40 in uncertainty avoidance, India is a tolerant country in case of unexpected events and driven to make action-initiatives (Mumford, 2016). Long term orientation represents society’s link with past for dealing with present and future challenges. Britain holding an average score of 51, don’t seem to have dominant preference of long-term orientation. Finally, indulgence is about people controlling there impulse and desires. India has 51 in long term orientations it holds great tolerance from religious views which have dominant preference on Indian culture. With score of 69, British seems to be indulgent. The British are willing to recognise their desires to enjoy life with full fun (Hofstede, 2013). With 26, India has restraint culture and have tendency to pessimism & cynicism. Skin ship and liberation of dressing is core part of UK culture but that could be misinterpreted by Indian guests. Moreover, India is resistant about their food habit because of certain religious restriction, whereas UK is quite liberal in this regard.  
[bookmark: _Toc97248620]Hotel handbook
	Do’s
	Don’t  


	· Do ask about food choices from religious guests from India because they maintain a strict diet (Thompson, 2013).
	· Don’t serve beef items in any dish to Indian people.  they serve cow as their god in their religion. 

	· As the country has people with diverse religion and strictly maintains restrictions about food, the menu card won’t be enough for the guests (Meena, 2018). Do let the guests know about the secret ingredients of chosen meal so that the guests can be assured about it.
	· Never get into argument with guests nor be over-friendly with them, maintain the professionalism. 

	· Do posture with “Namaste” if possible it represents respecting their culture. 
	· Even though greeting men with handshake is appreciated but never touch women for meeting and greeting.

	· Give professional treatment to leave a perception in guests mind. 
	· Indian guests mightn’t be good communicator in English (Meena, 2018). So, have helpful mind to understand the guest needs and resolve the communication barrier. 

	· [bookmark: _Hlk97282796]Use right hand while serving food or taking things or greeting people is mandatory for Indian guests.
	· Never use left hand while serving food is counted as its inauspicious in Indian culture. 

	· Act considerate and courteous and make the guests experience safe and convenient. 
	· Avoid participating into discussion over religion, race, culture in front of guests as Indian are very sensitive in this regard (Mumford, 2016). 

	· Give proper attention while communicating and taking order from guests to make sure everything goes in right order (Ganeri, 2013). 
	· Be strict about maintaining hotel rules but never give rude behaviour to guests. 

	· Train yourself with precise knowledge about the management system. Layout and service order of hotel. 
	· Never show reluctance to guests needs and behave in unsupportive manner. 

	· Try to use guests last name while conversing to add value to personalised service (Mumford, 2016). 
	· Never criticize one guest in front of another guest. 

	· Front office staffs must have vast idea about the overall hotel operation and be ready to answer any of guests queries properly. 
	· Never show your own distress to guests and overstress themselves. 



[bookmark: _Toc97248621]Conclusion:
Different cultures have distinctive characteristics, traditions, beliefs that are hold by the practitioners of those cultures. The hotel staffs must be concentrated about respecting and following the expected norms to deal with guests for managing best experience for international visitors. That way, the visitors will be delighted and make repeated visits to such properties. 
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