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Executive summary 
The market of tourism and hospitality industry includes every living being. A guest from any country of any culture can visit a hotel. But cultures vary a lot from country to country and when two different culture interacts, potential conflicts are expected. So, to reduce such conflicts and host guests properly, cultural awareness is important. Cultural awareness help learn about other cultures and teach them to respect those. 
Hofstede offers six dimensions to study a culture. The report has studied two cultures, one of Switzerland and another of the United Arab Emirates intending to guide hotel staffs of both countries on hosting guests of Swiss and Emirati cultures. 
The cultures are very much different from each other, mostly for their religious beliefs because one is a Christian nation and another is strictly Muslim. Swiss culture scores low in power distance, where Emirati scores high; Swiss is individualist culture where Emirati is collectivist; Swiss scores high in masculinity dimension where Emirati is in between; Swiss scores low in UAI index whereas Emirati scores high. 
Such differences affect how Park Hyatt Zurich, Switzerland’s employees host guests from UAE. A handbook has been provided for employees of both cultures, on etiquette such as greeting, dining, body language, attire, addressing etc., about each other and host that pleases both sides. 
For every person, their cultures matter and cultural sensitivity improve perception regarding a hotel’s services. So, hotels should be diverse in recruiting so that employees can learn from each other as well as adopt cross-cultural training to improve cultural awareness. 
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[bookmark: _Toc89290407]Introduction
Culture includes distinct patterns of language, symbols, norms, beliefs, values and other cognitive elements that shape an individual’s perspective to see the world (Culver, 2014). Cultural awareness facilitates cross-cultural communication. Hofstede’s model helps to analyse a culture based on six dimensions- power distance, individualism, masculinity, uncertainty avoidance, long-term orientation and indulgence (Mkono, 2015). The report will apply the model to prepare a handbook for the staffs of Hotel Park Hyatt Zurich, Switzerland to host guests from the United Arab Emirates (UAE) by analysing the Swiss and Emirati cultures. 















[bookmark: _Toc89290408]Country A: Switzerland 
Switzerland is considered as one of the most beautiful countries in the world which has a distinct culture. 
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[bookmark: _Hlk88335860]Source (Hofstede Insights, 2021)
Swiss guests are seen to be very exact regarding their demands and frankly criticize service for immediate correction. This is related to low power distance culture where the Swiss favours equality, informality, independence and empowerment (Moufakkir, 2013). Swiss hotels are very particular about complaints management and staff are sincere about problem-solving related decisions. Swiss is an individualist and more result-oriented. Swiss hotels seem to differentiate their service because the Swiss prefer competition and portrayal that their service is better than others due to their high masculine nature (Marx, 2018). Hotel staff are expected to offer options based on clear pros and cons to assist in choosing the best one. Swiss tend to avoid uncertainty; thus, they appreciate following code of belief, rules, and conventional ideas. In hotels, they expect their regular foods on the menu and exotic dishes should be suggested with a proper explanation so that no dissatisfaction occurs (Watenpaugh, 2017). Swiss are long-term oriented and believe in saving and investing and show determination towards achievements. They should be kept updated regarding offers, discounts, loyalty options as this culture also cherish loyalty (Pizam, 2014). Finally, they are indulgent, believing in optimism and following their own impulse and desire for enjoying life.

[bookmark: _Toc89290409]Country B: UAE
As Switzerland is considered as one the most beautiful countries in the world, it hosts many guests from different countries and UAE as well. 
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Source (Hofstede Insights, 2021)
Emiratis accept newness that matches with their status quo and the hotels design services in a way where guests can feel their status such as luxury elements in rooms. UAE is a monarch country and the Emirati culture is very high in power distance, which indicates that they prefer social hierarchy (Abi-Raad, 2019). Emirati culture is highly collectivist. They prefer discussing with people before making decisions and depending on the review. Staffs should offer food mentioning what guests say about it. Religious beliefs, moralities, and norms are mandatory for remaining a part of their culture. They are in between masculine and partially feminine (Watenpaugh, 2017). A staff must compare the service offerings in terms of attributes so that they can choose the best one, as well as they, have to explain how that can also improve their living experience here such as while explaining a room, they must include both the appliances and the comfort (Moufakkir, 2013). The uncertainty avoidance index is very high indicating that they are intolerant to unorthodox behaviour and strict to their Islamic rules called “Sharia” (Abi-Raad, 2019).  Hotels serve Halal, pure and fresh foods as the Emiratis prefer quality food for fitness than fitness activities like sports. 
[bookmark: _Toc89290410]Country analysis 
Swiss Park Hyatt employees prefer any kind of equality and decentralization of management. But Emirati’s upper sections seek luxury and personalized service that suits their pride and monarchy (Quintanilla and Wahl, 2015). Higher management should be there to welcome such guests and keep in touch until they leave. Swiss greeting of three kisses on cheeks is offending and intolerant to male employees somehow touching their women. 
The individualist nature thinks that people want personal space but Emiratis want family/group spaces to enjoy. Emiratis allow polygamy that Swiss employees shouldn’t comment on. Hotel employees must arrange rooms closer for members and allocate big personal space for prayer and women. 
For Swiss’s high masculinity, employees are more focused on what to be done and maybe less on what cultures demand (Pizam, 2014). Emirati’s have many requests while visiting European countries such as Halal food, prayer room, female housekeeping for female guests, alcohol-free beverages, properly covered uniforms etc. Uninformed serving may offend them. 
Both cultures appreciate code of belief but the beliefs vary a lot. Emirati’s Sharia does not match with the Swiss codes. Emirati prefers innovation that supports luxury but doesn’t exceed their sharia.
Emiratis are very much religious and gender-conscious whereas the indulgent Swiss culture makes them self-centric and open-minded (Abi-Raad, 2019). Emiratis won’t appreciate comments on their dresses, beards, ouds, beliefs, gender concerns etc. 




												
[bookmark: _Toc89290411]Handbook 
The knowledge of cultural differences is important for hotel staffs to build cultural sensitivity. Without such knowledge, employees show a tendency of ethnocentricity where they judge other cultures from their perspectives and think of owns as superior (Pizam, 2014). Cultural sensitivity allows appreciating other’s cultures and identities, and create acceptance of new culture. Such knowledge helps staffs to serve diverse guests respectfully and cordially, which improves guests experience and contribute to the hotel’s goodwill. 
	Departmental etiquette 
	Do’s and Don’ts 

	Front office 

	· Learn Muslim greeting words of Salam and add that with a handshake, instead of cheek kiss and handshake, 
· Avoid any physical contact with women, 
· Avoid looking into women’s faces, they don’t count that as a warm greeting rather symbolize boldness, 
· Do stand when seeing guests and avoid any attitude like sitting in cross-legs. These show respect to high power distance culture, 
· Avoid using left hands while serving, that is disrespecting, 
· Address as Sheikh and Sheikha or Sayed and Sayeda, 

	Food and beverage 
 
	· Do offer halal food and discuss the ingredients in detail, 
· Don’t offer alcohol,
· Don’t chew gum or eat while talking,
· Don’t speak loudly, 
· Don’t point fingers,
· Do maintain high modesty,  

	Housekeeping 
 
	· Do cover yourself properly 
· Do remove shoes while entering personal spaces,  
· Don’t wear their national dress unless asked, 

	For all 
 
	· Don’t comment on religion, polygamy, look and beliefs, 
· Don’t comment on their prophets and scholars, 
· Don’t bribe them as bribing is strictly prohibited in them, 
· Do speak the truth always, they are forgiving.  


[bookmark: _Toc88404130]Table 1: Do’s and Don’ts list
















[bookmark: _Toc89290412]Conclusion 
Different countries have different cultures that shape their behaviour and outlook towards the world and people. The Swiss and Emirati cultures are quite opposite. Each of the countries needs to learn about other cultures to host adequately. Hotel staffs require additional training on cross-cultural communication to not offend guests’ by hurting their cultural sentiment. Cultural awareness reduces conflicts, and guide host and attend in a way that pleases both parties. 
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