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	Executive Summary	
[bookmark: _Hlk88518461]Treating international guests is very challenging because of cultural differences. Hotel staff needs to be highly competent in serving international guests. Proper training on the guests' culture can make the hotel staff competent enough to serve the international guests. Serving international guests considering their cultural differences can make the guests satisfied and made them loyal customers. 
The report's goal is to get insights into the cultural differences between the UK and China. Based on insights into the cultural differences, the report tried to provide make some suggestions for the UK and China hotel staff who serves the international guests. For getting insights into the cultural differences Hofstede's Cultural Dimension model is used where the analysis on culture made on the six cultural dimensions. 
The report says that there are significant differences between the UK and China cultures in terms of power distance, individualism, and indulgence. So, the hotel staffs should give more emphasis on these areas and the hoteliers should arrange training on these areas to make hotel staff more competent to serve the international guest. At last, the report provides a summary sheet that can be followed by hotel staff in treating international guests. 
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[bookmark: _Toc88221225][bookmark: _Toc88515223]Introduction
Cultural awareness is the understanding of people's different perspectives because of the different cultural backgrounds (Byram, 2012). In hotel operation, employees' knowledge about different cultures is necessary to serve international guests (Brandner, 2013). The report uses Hofstede model to demonstrate the cultural differences between the UK and China and provides guidelines to serve the international guests providing a summary table of “Do’s & “Don’ts”.  
[bookmark: _Toc88221226][bookmark: _Toc88515224]
Country A
Britannia International Hotel serves international guests located at Marsh Wall, London E14 9SJ, UK (Britannia Hotels, 2018). 
The Hofstede model is illustrated below the following figure.
 [image: ]
Figure 1: Hofstede Model. Source: (Minkov and Hofstede, 2010)
Power of Distance
The dimension is about dealing with the term that people in a society are not the same, there remain certain differences (de Mooij and Hofstede, 2010). The people of the UK give emphasis on reducing inequalities. 
Individualism vs Collectivism
The dimension addressed the issue of interdependence among the people. UK's people believe in individualism. Therefore, the hotel staff may focus on individual performance and try to give the best performance in serving the international guests. 
Masculine vs Feminine
The high score in masculinity points out that people are competition and achievement-driven. The UK's society is a masculine society. So, the hotel staff is tended to be inspired by competition and success. 
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Figure 2: UK's score on Hofstede model. Source: (Hofstede Insights, 2019)
Uncertainty Avoidance 
The UK cuts a low figure in uncertainty avoidance. Therefore, the hotel staff is tended to treat the guests from other cultures complaisant way. Hotel staff will treat the guests the way they wanted to be treated. 
Short/Long-term Orientation
The UK’s culture does not assume dominant prominence in long-term orientation. So, the hotel staff are likely to be open to other cultures and will treat the international guests in their preferred way. 
Indulgence vs Self-restraint
The UK culture cuts a high score in indulgence, which means UK people give more importance to spending spare moments. Therefore, hotel staff is likely to be able to differ the guest the vacation seeker, and business travellers. 
[bookmark: _Toc88221227][bookmark: _Toc88515225]Country B 
The chosen country B is China. The Hofstede model is used to analyze the Chinese culture. 
[image: ]
Figure 3: India’s score on Hofstede model. Source:(Hofstede Insights, 2018)
Power Distance 
The China culture cuts a high score on power distance that means they value people based on hierarchy. The guests from China will expect greater service and respect from the hotel staff. If the service seems to them is less, they will assume that they are getting unfair treatment. 
Individualism vs Collectivism
China holds a low figure on the individualistic cultural dimension that means they belong to a collectivist society. Guests from China may try to build rapport with the hotel staff.  
Masculine vs Feminine
China holds masculine culture where the guest from China may expect the hotel staff will be self-assertive in solving any issues. They expect the hotel staff to a highly-service oriented to them. 
Uncertainty Avoidance
China also has a low score uncertainty avoidance cultural dimension. Chinese guests may take it easy an unexpected and unavoidable incident occurrence. They may behave politely with the hotel staff. 
Short/Long-term Orientation 
The Chinese culture is highly long-term oriented which means it holds a pragmatic culture. Chinese guests may likely adapt to hotel culture. 
Indulgence vs Self-restraint
China portrays a restrained society as it holds a low score in this dimension. So, they give less importance to leisure. Chinese mostly travel for business or job purposes. Chinese guests may expect perfection in services. The staff has to be polite in treating the Chinese guests.  
[bookmark: _Toc88221228][bookmark: _Toc88515226]Country Analysis
The dimensions such as Masculinity, uncertainty avoidance, and long-term orientation are mostly similar between the UK and China whereas power distance, individualism, and indulgence are the three dimensions where the countries' cultures mostly differ. The hotel staff has to understand the cultural differences and similarities in serving the guests from China. Chinese guests may expect the hotel staff will treat them with respect when serving them (Xiang, 2013). 
The hotel staff of the UK may tend to be individualistic (Wilkinson, 2007), but they have to treat guests from China who is from a collectivistic society. Hotel staffs have to understand the guest's expectations, for example, Chinese guests may expect to be friendly with the hotel staff. In this case, the hotel staff should focus on building rapport with the Chinese guests. Guests from China belong to a restrained society whereas the UK's hotel staff are indulgent. Chinese guest tends to be more morally disciplined (Wong, 2018). 
Chinese doesn't prefer much praise and in praising they expect the praise of their internal quality rather than external beauty whereas the British tend to praise other's external looks which may seem to Chinese guests very weird and they are likely to be puzzled in that situation (Zhu and Liu, 2020). If a hotel staff praises a Chinese guest's external beauty it is likely to be an unsuccessful attempt to satisfy the guest. 
[bookmark: _Toc88221229][bookmark: _Toc88515227]Hotel Handbook (Do’s & Don’ts)
The hotel handbook is produced to provide guidelines to UK hotel staffs and to the Chinese hotel staffs.


	[bookmark: _Hlk88513068]Etiquettes 
	Do’s and Don’ts 

	Handshake 
	UK 

	· Do handshake with every guest from children to old men & women. 
· Do maintain eye contact
· Don’t make handshake too strong. 

	
	China 

	· Do nodding at the time of handshaking 
· Don’t do the firm handshake
· Don’t make the handshake long 

	Greeting 
	UK 
	· Do say hi, hello in greetings
· Do use courtesy titles such as Mr., Mrs., etc.  
· Do handshake in greeting.

	
	China
	· Do greet the eldest first which is the trait of respecting the senior.  
· Don’t use “ni hao” to address the Chinese senior guests.

	Praising  
	UK 
	·  Do praise guests’ external beauty using the phrase like “You are looking very beautiful”

	
	China 
	· Do praise of the guest’s internal qualities 
· Don’t praise external beauty

	Gift giving  
	UK 

	· Do give gifts on a special occasion such as guest’s birthday, marriage anniversary, etc. 

	
	China 
	·  Do give gifts to guests knowing their preferences. 
· Don’t use black or white in wrapping gifts. 

	Others 
	UK 
	· Do value the guest’s time.

	
	China 
	· Don’t address guests by only first or last name.
· Don't try to give hugs to Chinese guests at the first meeting.  


Table 1: Summary table of Do’s & Don’ts. 


[bookmark: _Toc88221230][bookmark: _Toc88515228]Conclusion
The report critically examined the cultural differences between the UK and China by using the Hofstede Cultural Dimension model. Based on the analysis the report provides some suggestions to the UK and Chinese hotel staffs about ways of treating international guests. 
[bookmark: _Toc88221231][bookmark: _Toc88515229]
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