




Table of Contents

Executive Summary	2
Introduction	2
Country A - China	3
Country B- Germany	4
Country analysis	5
Hotel Handbook	6
Conclusion	7
References	7























[bookmark: _Toc89957055]Executive Summary
 
In this report will be examining the China and Germany cultural differences to provide the handbook for staff to be successful in the hotel service delivery.Also,  will be explained the importance of culture for a successful hotel’s operation and guest hospitality experience. Will be used relevant cross-cultural theories such as Hofstede Model on cultural differences. 
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Tourism is the largest industry all around the world in terms of revenues generated, directly and indirectly and employment created. However, people from different countries and cultures need a better understanding intercultural interactions between people such as customers, employees, and managers. According to Peter Drucker ‘’ Culture eats strategy for breakfast’’, culture has influence on human behaviour such as shapes both the perceptions and attitudes of people. Geert Hofstede came up with the main idea about people must know another people cultures if want to be successful in this globalized world of business. Hofstede model on cultural differences assist analysing and interpreting the behaviour of workers in Hospitality workplace. There are six dimensions what can be identified in different cultures. First two dimensions is psychological gap that exists between workers who have powers and those who does not have. Dimension of Power distance and Uncertainty Avoidance. I will compare two countries. China and Germany and will use the Hofstede model and the 6 dimensions.
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China culture: 



Source: China - Hofstede Insights (hofstede-insights.com)
 According to Hofstede Cultural comparison, China scores 20 on the Individualism dimension. However, Masculinity scores 66, Power distance scores 80   and Long-Term Orientation scores 87. Uncertainty Avoidance scores 30 and Indulgence is 24. In China Power distance people are acceptable, subordinate-superior relationship tends to be polarized and there is no defence against power abuse by superiors. Individuals are influenced by formal authority and sanctions, and they are optimistic about people’s capacity for leadership and initiative. Individualism is a self- image; China is a highly collectivist culture where people act in the interests of the group and not on themselves. However, relationships with colleagues are cooperative for in groups they are cold or even hostile to out -groups. Personal relationship discloses over task and organization. Masculinity in China success oriented and driven. Many Chinese will sacrifice family and leisure priorities to work. Leisure time is not essential. However, Chinese students care about their exam scores and ranking that is the main criteria to achieve success or not. Uncertainty Avoidance in China has a low score which means the truth may be relative though in the immediate social circles, rules may be flexible to suit actual situation and pragmatism is a fact of life. Chinese language can be difficult for Western people to follow. However, Chinese people are adaptable and entrepreneurial. Chinese businesses tend to be small to medium size and family owned. Long Term Orientation is a very pragmatic culture. Where people believe that truth depends very much on situation. Indulgence score in China is low which means is a Restrained society, do not put much importance on leisure time. People thinks that their actions are restrained by social norms and feel indulging themselves is wrong.
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Source: Hofstede-insight/product/compare-countries/

This information an estimated number, this dimension deals with the fact all individuals in societies are not equal. Also, express the attitude of the culture towards inequalities amongst us. As the diagram shows Germany scores low on Power distance 35, meaning of this highly decentralized and supported by a strong middle class. Equal rights, coaching leader, management facilities and empowers. Communication is direct and participate. The individualism score is 67 which means individuals are expected to take care of themselves, and their families only. There is a strong belief of self -actualization. Masculinity on the diagram scores 66, the meaning is the society will be driven by competition, achievement, and success. Where is a masculinity society such as Hungary people ‘’ live to work’’, managers are expected to be self-confident and strongminded? Uncertainty Avoidance scores 83, meaning is maintained rigid codes of belief and behaviour and not tolerate ant other unorthodox behaviour and ideas. Germany is a pragmatic country. Time is money, work hard, innovation may be resisted, security is important motivation for an individual. Long Term Orientation scores is 40, on the diagram. People here believe the truth depends on the situation, context, and time. They show they can adapt changes easily also, a strong propensity to save and invest. Indulgence scores 40 on the diagram above which means the culture is restrained in nature and the society tend to cynicism and pessimism. 
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According, the Hofstede model, China and Hungary cultures are different. Comparing these countries, it will show Table 1.
	China 

· Collectivist (interest of group) and very Pragmatic culture
· Masculinity, oriented by driven of success
· Adaptable and entrepreneurial
· Long Distance orientation
· People thinks their actions are restrained by social norms.
· People are acceptable, subordinate- superior relationship.
·  Individuals are influenced by formal authority and sanctions.
·  optimistic about people’s capacity for leadership and initiative.
	Germany

· Being independent, hierarchy for convenience only.
· Individuals are not equal.
· Masculinity society will be driven by competition ‘’ live to work’’.
· Rigid code of believes and behaviour
· People believes the truth is depends on the situation.
· Indulgence society tend to cynicism and pessimism.


Table 1.
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Providing handbook for hotel staff, for training purposes in understanding cultural behaviour

	China  
Do

 [image: Thumbs up sign outline]                              
	
Don’t
[image: Thumbs Down outline]
	Germany
Do
[image: Thumbs up sign outline]
	
Don’t
[image: Thumbs Down outline]

	· Face (important concept) Means honour and reputation
· Keeping their guests occupied (showing sightseeing)
· Offering lots of food
· Giving gifts (with price tag on- value of the gifts
· Refusing something is politeness (means the person is not greedy
· Leave tips for luggage porter
· Personal space- host will stand closer such as in walk, sit
	· Number four is bad luck for them -Do not put the guest who comes from China room 4. 

	· Be direct – they appreciate
· Sincere answers to serious questions
· Be open minded and honest
· Ask permission if you want to take a picture or video of them.

· Snake hand

· Maintain eye Contact

· Stand an arm’s distance 


	· Don’t go to close to the guests.
· Avoid humour to serious question.
· Not take personal offence when Germans inform of your mistake.
· Never give hug
· Avoid eye contact- impolite
· Do not touch them- invasion of privacy
· No asking personal information.
· 
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From this report we compared two countries which showed the differences using Hofstede model. Also, provide a training and knowledge for hotel staff to get better understanding of different cultures such as Chinese and Germany.
Also, this report assists to avoid business fails or mistakes if an international traveller come to your hotel and you do not know how to handle with them. But by knowing their culture can help hotel staff to be confidence with their work. Such as shake hands with German customer is polite and respect but giving hugs is impolite. Another client who come from China and refusing something from them it means you are not greedy, and they stand closer than for instance German people who think you go into their invasion of privacy.
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China
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